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Abstract 
Employee engagement has emerged as a key concept in academic and 
practitioner domains due to its links with favourable organisational and individual 
outcomes.  Internal communication is suggested as one of the key determinants of 
employee engagement (Welch, 2011). Research to understand the influence of 
internal communication on employee engagement is scant.  More specifically, 
understanding the mechanisms by which internal communication influences 
employee engagement has emerged as a key question in the public relations and 
corporate communication literature (Welch, 2011). Research highlights the role of 
job characteristics and performance as key drivers of employee engagement in 
organisations (Saks, 2006). However, research has not sufficiently considered the 
role of social factors to better explain the association between internal 
communication and employee engagement (Sluss, Klimchak, & Homles, 2008).  
According to Masterson, Lewis, Goldman, & Taylor (2000) and Sluss et al. 
(2008) employees experience many exchange relationships within their workplace, 
however two essential relationships dominate an employee’s professional life: a 
relationship with their organisation and with their direct supervisor. Therefore, the 
study examines the impact of internal communication on employee engagement at 
the organisational level and supervisory level.   
Employee engagement research has predominantly focused on the job 
demands-resources (JD-R) model of burnout which considers social support, namely 
supervisor support, as a driver of engagement (Demerouti, Bakker, Nachreiner, & 
Schaufeli, 2001; Schaufeli & Bakker, 2004). In line with the JD-R model of burnout, 
this research focuses on perceived supervisor support as a key determinant of 
employee engagement. However, this research also includes perceived organisational 
support in an effort to contextualise the current model within social relationships.  
Social exchange theory offers a lens to explore social exchange relationships 
through principles of perceived support, namely perceptions of quality (Gersick, 
Dutton, & Bartunek, 2000). Research highlights perceptions of exchange quality as a 
predecessor of an employee’s willingness to reciprocate effort (Sluss et al., 2008). 
However, research on social exchange relationships has not considered another 
important feature of an employee’s professional life, namely their sense of belonging 
and identity (Sluss et al., 2008).  To overcome these limitations a new theoretical 
model incorporating principals of social exchange theory and social identity theory is 
developed and used to investigate the social factors that influence the relationship 
between internal communication and employee engagement within the context of 
workplace relationships.  
To test the model, data are collected from 200 non-executive employees, 
using an online self-administered survey. Analysis of the data revealed a direct 
positive effect between internal communication, from both the organisation and 
supervisor, and employee engagement. However, the effects were fully mediated by 
perceived support from the supervisor, and partially mediated by identification with 
the organisation. 
  This research offers original insights for organisations and supervisors into 
how to foster an engaged workforce. Furthermore, the research illuminates social 
factors that influence employee engagement; suggesting that organisations and 
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supervisors should focus internal communication towards building perceptions of 
support and stronger identification, rather than using internal communication to drive 
employee engagement directly. As such, employees who experience quality 
exchanges (perceived support) and a sense of belonging (identity) will reciprocate 
with favourable cognitive, emotional, and behavioural states which elicit individual-
level and organisational- level outcomes, namely employee engagement (Shuck & 
Wollard, 2010).  
Limitations of the research include issues of causality, common method bias, 
and multicollinearity (Zikmund, 2011). The findings cannot confirm internal 
communication causes perceived support and identification, which in turn causes 
employee engagement. Furthermore, the non-probability sampling technique 
employed within the study limits the generalisability of the results.    
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Chapter 1: Introduction 
1.1 BACKGROUND AND JUSTIFICATION  
Internal communication is a significant and independent function within public relations 
and corporate communication scholarship (Cameron & McCollum, 1993; Ruck & Welch, 
2012; Tkalac Vercic, Vercic & Sriramesh, 2012; Welch, 2012). Described as a process 
utilised within organisations, internal communication shares information and contributes to a 
sense of community among employees (Jo & Shim, 2005; Ruck & Welch, 2012). The 
importance and significance of internal communication for corporate communication and 
public relations originates out of the individual and organisational outcomes (Ruck & Welch, 
2012) including positive employee attitudes (Welch & Jackson, 2007), organisational 
identification (Smidts, Pruyn & Van Riel, 2001), commitment (Carriere & Bourque, 2009), 
job satisfaction (Nikolic, Vukonjanski, Nedeljkovic, Hadzic & Terek, 2013), and 
organisational effectiveness (Welch, 2013).  
Industry research has recognised internal communication as a key underlying influence 
of employee engagement (Kahn, 1992; MacLeod & Clarke, 2009; Truss, Soane, Edwards, 
Wisdom, Croll & Burnett, 2006). In these contexts, employee engagement is linked with 
higher productivity, lower attrition, increased financial returns, and improved organisational 
reputation (Saks, 2006; Shuck & Wollard, 2011; Welch, 2011). While these benefits have 
resulted in an increased priority, focus, and resourcing by managers worldwide to foster an 
engaged workforce (Shuck and Wollard, 2011), recent industry studies suggest these efforts 
may not be working (Goodman and Hirsch, 2010; Saks, 2006). Iyer and Israel (2012) 
identified internal communication as a key driver of employee engagement. This association, 
however, has not been empirically confirmed. More specifically, understanding the 
mechanisms by which effective internal communication influences employee engagement has 
emerged as a key question in the corporate communication and public relations literature 
(Welch, 2011). While there is some understanding about how this association occurs, 
knowledge is incomplete. Research has not considered all facets of an employee’s 
organisational life, namely the role of social factors, to better explain the relationship 
between effective internal communication and employee engagement (Sluss et al., 2008).    
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Organisational life is founded in workplace relationships, with a key premise of 
exchange (Blau, 1964; Sluss et al., 2008). Exchange is conceptualised as something of value 
which is given or received in substitution for something else (Cropanzano & Mitchell, 2005). 
While employees experience many exchange relationships within their workplace, two 
essential relationships dominate an employee’s professional life: a relationship with their 
organisation and with their direct supervisor (Masterson et al., 2000; Sluss et al., 2008). 
Therefore, the study will examine the impact of internal communication on employee 
engagement at the organisation-employee and supervisor-employee level. Social exchange 
theory (Cropanzano & Mitchell, 2005) offers a lens to explore these two relationships within 
the organisational environment (Gersick et al., 2000). According to Cropanzano and Mitchell 
(2005, p. 875), one of the key underlying principles of social exchange theory is that 
“relationships evolve over time into trusting, loyal, and mutual commitments”. These 
relationships occur when participants adhere to specific rules, or guidelines of the exchange 
process. While numerous rules of exchange exist, the most significant rule is the expectancy 
of reciprocity (Cropanzano & Mitchell, 2005). Reciprocity occurs when employees return the 
favourable benefits they receive by increasing performance levels and engaging in favourable 
organisational citizenship behaviours that go beyond an employees’ role description 
(Hutchison, Sowa, Eisenberger, & Huntington, 1986; Masterson et al., 2000; Sluss et al., 
2008; Wayne, Shore, & Liden, 1997).  
According to Foa and Foa (1980) social exchange relationships can only occur when 
social resources are exchanged, such as status, love, information, money, goods, and services. 
Although there are six resources of exchange, this research focuses on the exchange of 
information within the boundaries of an organisation. Unlike purely economic resources such 
as money, goods, and services, information is highly symbolic in nature which implies that its 
value goes beyond objective worth (Cropanzano & Mitchell, 2005). Furthermore, the value 
an employee associates with the information they receive largely depends on the source of the 
information (Cropanzano & Mitchell, 2005). Information is a key organisational resource 
which is conceptualised within this study as effective internal communication.   
 According to van Vuuren, de Jong and Seydel (2007), effective internal 
communication is an essential component of organisations, particularly the management 
function. Carriere and Bourque (2009) suggest that up to 75 per cent of a manager’s day is 
devoted to communication practices.  As a result, organisations devote significant resources 
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to different forms of effective internal communication (Carriere & Bourque, 2009). High 
priority has been placed on comprehending the effectiveness of internal communication and 
employee engagement within the public relations literature (Argenti, 2013; Cornelissen, 
2011; Welch & Jackson, 2007). Academics and practitioners within the public relations field 
believe that effective internal communication is a precondition of employee engagement 
(Mazzei, 2010; Tkalac Vercic, Vercic & Sriramesh, 2012; Welch & Jackson, 2007; Welch, 
2011). Employee engagement is portrayed as “a positive, fulfilling, work-related state of 
mind characterised by vigor, dedication, and absorption” (Schaufeli, Salanova, Gonzalez-
Roma, & Bakker, 2002, p. 74). Employee engagement has gained substantial interest within 
various organisations across the globe over the past two decades. Employee engagement is 
associated with favourable employee outcomes, organisational effectiveness, and positive 
financial returns (Saks, 2006).  Despite the interest surrounding employee engagement, 
industry and consultancy studies have revealed that the number of engaged employees is 
declining and an increasingly disengaged workforce is growing (Welch, 2011). Tower’s 
Perrin (2007-2008) global workforce study discovered that only 21 per cent of employees 
were engaged with their work, and 38 per cent of employees were moderately to fully 
disengaged with their work. Results from a more recent workplace study by Gullup 
Consulting (2010) indicates only 11 per cent of employees worldwide are engaged in their 
job, 62 per cent are not engaged, and 27 per cent are actively disengaged. Furthermore, the 
Corporate Communication International survey of US Chief Corporate Communicator 
Opinion on Practices and Trends identified employee engagement as one of the top three 
trends impacting organisations (Goodman & Hirsch, 2010). Employee engagement has 
therefore become a high priority for organisations worldwide. Social exchange theory 
provides the theoretical underpinning to explain why employees become engaged in their 
work (Cropanzano & Mitchell, 2005). When employees receive resources, namely 
information, from their organisation and direct supervisor, they are likely to repay the 
organisation and direct supervisor with engagement. 
Research on employee engagement has predominantly focused on the job demands-
resources (JD-R) model of burnout which considers social support, namely supervisor 
support, as a driver of engagement (Demerouti et al., 2001; Schaufeli & Bakker, 2004). In 
line with the JD-R model of burnout, this research focuses on perceived supervisor support as 
a key determinant of employee engagement. However, this research also includes perceived 
organisational support in an effort to contextualise the current model within social 
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relationships. Social exchange theory offers a lens to explore social exchange relationships 
through principles of perceived support, namely perceptions of quality (Gersick et al., 2000). 
Research highlights perceptions of exchange quality as a predecessor of an employee’s 
willingness to reciprocate effort (Sluss et al., 2008). However, research on social exchange 
relationships has not considered another important feature of an employee’s professional life, 
namely their sense of belonging and identity (Sluss et al., 2008).  To overcome these 
limitations a new theoretical model incorporating principals of social exchange theory and 
social identity theory is developed and used to investigate the social factors that influence the 
relationship between internal communication and employee engagement within the context of 
workplace relationships.  
The first social factor to be investigated is perceived support. The benefits of perceived 
support are best understood through social exchange theory and the principals of reciprocity 
(Hutchison et al., 1986). In this way, perceived support has been conceptualised as the quality 
of the exchange relationship taking place between two individuals within a workplace, 
namely the organisation or supervisors, and employees (DeConinck, 2010). As a result, 
perceived support has been found to increase an employee’s desire to positively reciprocate 
the benefits they receive (Rhoades & Eisenberger, 2002). Therefore, based on SET, perceived 
support provides an appropriate explanation for the indirect association between effective 
internal communication and employee engagement.  
The second social factor to be investigated is identification. The benefits of 
identification are best understood through SIT and principals of group and organisational 
membership. In this way, identification is defined as “that part of an individual’s self-concept 
which derives from his knowledge of his membership of a social group (or groups) together 
with the value and emotional significance attached to that membership” (Tajfel, 1978, p. 63). 
Furthermore, identification is recognised as the amount of value and pride an employee 
associates with workplace relationships (He & Brown, 2013). As a result, identification has 
been positively associated with decreased turnover intention, increased job satisfaction and 
productivity, and organisational citizenship behaviour (Ashforth, Harrison, & Corley, 2008). 
In sum, social exchange and social identity influence employees’ organisational experience 
and have the ability to influence employees’ perceptions of the quality and value of their 
workplace relationships (Sluss et al., 2008). Therefore, both perceived support and 
identification will be considered within this research as the mechanisms which influence the 
relationship between effective internal communication and employee engagement.  
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1.2 SCOPE OF RESEARCH AND KEY ASSUMPTIONS   
This research focuses on internal communication from a public relations perspective. 
This is attributed to the existing body of public relations literature addressing internal 
communication as an independent and specialised domain (see from example, Kalla, 2005; 
Mazzei, 2010; Meng & Pan, 2012; Ruck & Welch, 2012; Sharma & Kamalanabhan, 2012; 
Tkalac Vercic et al., 2012; Welch & Jackson, 2007). Internal communication is an important 
facet of corporate communication and public relations (Welch & Jackson, 2007). However, 
from a public relations perspective, internal communication as a process, and an independent 
field, is under-researched (Ruck & Welch, 2012; Welch & Jackson, 2007; Tkalac Vercic et 
al., 2012). Calls for research to address internal communication as an autonomous discipline, 
which influences employee engagement, have been made (see Kalla, 2005; Ruck & Welch, 
2012; Tkalac Vercic et al., 2012; Welch, 2011; Welch & Jackson, 2007) and this research 
aims to respond to these calls. There is scope for research on the impact of effective internal 
communion on employee engagement (Welch, 2011). However, contributions from the 
public relations and corporate communication literature are scant. Thus, the first key 
assumption of this research is that unless otherwise stated, this study draws from, and 
contributes to, public relations and corporate communication literature.  
Kalla (2005) recognises that various academics separate the terms internal 
communication and 'effective' internal communication (see Bovee & Thill, 2010), while 
others use the term internal communication with the intention of it referring to effective 
internal communication (see Oliver 1997; Spence, 1994). This study aligns with the latter 
statement in that the term internal communication is used, whilst effective internal 
communication is implied. Effective internal communication occurs when employees 
collaborate, interact, and engage with other members of the organisation in ways which 
enhance their understanding of the organisation’s goals, vision, and values (Kalla, 2005). 
According to Bovee and Thrill (2010, p. 6) effective internal communication must be 
“practical, factual, concise, clear, and persuasive” in order to be effective. Thus, the second 
key assumption of this research is that while the term ‘internal communication’ is used, 
effective internal communication is implied.  
While this study examines the impact of internal communication on employee 
engagement at the organisation-employee level and the supervisor-employee level, no direct 
comparisons will be made between the two levels due to issues with unequivocal data. 
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Therefore, the organisation-employee level and supervisor-employee level will be explored 
and tested individually. Thus, the third key assumption of this research is that while no direct 
comparisons will be made between the two relationship levels, soft conclusions will be drawn 
about the significance of organisation-employee and supervisor-employee exchange 
relationships.  
 
1.3 RESEARCH QUESTIONS 
In response to the aforesaid gap in the public relations and corporate communication 
literature, this study aims to investigate the mechanisms by which internal communication 
influences employee engagement. As such, the overriding research question is: How does 
internal communication influence employee engagement within the context of 
workplace environments?     
A review of the public relations literature revealed that internal communication is 
suggested as one of the key determinants of employee engagement (Welch, 2011). However, 
research that empirically tests this association is scant. The principles of social exchange 
theory provide a possible explanation for the relationships between internal communication 
and employee engagement. According to Masterson et al. (2000) and Sluss et al. (2008) 
employees experience many exchange relationships within their workplace. However, two 
essential relationships dominate an employee’s professional life: a relationship with their 
organisation and with their direct supervisor (Sluss et al., 2008). Thus, the first research 
question is:   
 
Research question 1: Is there a relationship between internal communication, from the 
organisation and supervisor, and employee engagement? 
 
While there is some existing knowledge about how the association between internal 
communication and employee engagement occurs, knowledge is incomplete, leaving a gap in 
the literature. Social exchange theory offers a lens to explore social exchange relationships 
through principles of perceived support, namely perceptions of quality (Gersick et al., 2000). 
Research highlights perceptions of exchange quality as a predecessor of an employee’s 
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willingness to reciprocate effort (Sluss et al., 2008). However, research on social exchange 
relationships has not considered another important feature of an employee’s professional life, 
namely their sense of belonging and identity (Sluss et al., 2008). Social identity theory offers 
a lens to explore identification with the organisation and their direct supervisor.  Thus, the 
following two research questions are proposed:   
 
Research question 2: How does social exchange theory explain the relationship 
between internal communication, from the organisation and supervisor, and employee 
engagement?  
Research question 3: How does social identity theory explain the relationship between 
internal communication, from the organisation and supervisor, and employee engagement?  
 
 The literature review presented in the following chapter synthesises the key research 
on internal communication and employee engagement in order to derive six main hypotheses 
which in turn assists with answering the research questions. Table 1 presents a summary of 
the research questions and associated hypotheses.  
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Table 1. Research Questions and Hypotheses   
Sub research questions Hypotheses 
RQ1: Is there a relationship between internal 
communication, from the organisation and 
supervisor, and employee engagement?  
H1: Internal organisation communication has a 
direct positive effect on employee engagement.  
H2: Internal supervisor communication has a 
direct positive effect on employee engagement. 
RQ2: How does social exchange theory 
explain the relationship between internal 
communication, from the organisation and 
supervisor, and employee engagement?   
H3: Perceived organisational support has a 
mediating effect on the relationship between 
internal organisational communication and 
employee engagement. 
H3a: Internal organisation communication has a 
direct positive effect on perceived 
organisational support. 
H3b: Perceived organisational support has a 
direct positive effect on employee engagement.   
H4: Perceived supervisor support has a 
mediating effect on the relationship between 
internal supervisor communication and 
employee engagement. 
H4a: Internal supervisor communication has a 
direct positive effect on perceived supervisor 
support. 
H4b: Perceived supervisor support has a direct 
positive effect on employee engagement.   
RQ3: How does social identity theory explain 
the relationship between internal 
communication, from the organisation and 
supervisor, and employee engagement? 
H5: Organisational identification has a 
mediating effect on the relationship between 
internal organisation communication and 
employee engagement. 
H5a: Internal organisation communication has a 
direct positive effect on organisational 
identification. 
H5b: Organisational identification has a direct 
positive effect on employee engagement.    
H6: Supervisor identification has a mediating 
effect on the relationship between internal 
supervisor communication and employee 
engagement. 
H6a: Internal supervisor communication has a 
direct positive effect on supervisor 
identification. 
H6b: Supervisor identification has a direct 
positive effect on employee engagement.   
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1.4 METHODOLOGY OVERVIEW  
In order to quantify the relationships between the constructs in this study data were 
collected via an online, self-administered survey; targeted at the non-executive working 
population of Australia. Males and females aged 18-65+ working on a full-time or part-time 
basis with an organisation employing over 50 staff, were eligible to participate. Convenience 
and judgement sampling techniques were used to acquire 200 responses.  
Exploratory factor analysis and linear and hierarchical regression analyses were used to 
test the hypotheses presented in Table 1. Hypotheses 1 and 2 were analysed using linear 
regression to determine the magnitude of the relationship between internal communication 
(organisation and supervisor) and employee engagement. Hierarchical regression was used to 
test Hypotheses 3, 4, 5 and 6, and to determine whether social factors, namely perceived 
support and identification, mediate the relationship between internal communication 
(organisation and supervisor) and employee engagement.   
 
1.5 SIGNIFICANCE AND CONTRIBUTION   
Despite the importance given to both internal communication and employee 
engagement within the academic and practitioner literature, little is known about the 
relationship between the two constructs from an empirical perspective. Many authors have 
suggested a link between internal communication and employee engagement, but few 
academic studies empirically test this relationship. This research contributes to the academic 
literature and to practical knowledge by providing insight into the social factors that drive 
employee engagement within organisations. The theoretical and practical implications of this 
research are discussed in the following sections.    
1.5.1 Theoretical Implications  
This study will provide quantifiable evidence for the relationship between internal 
communication and employee engagement within the workplace context.  The main 
theoretical contribution of this research is the development of a new theoretical model that 
incorporates principals of social exchange theory and social identity theory. Prior to this 
research very few studies included social factors, namely perceived support and 
identification, within models of reciprocal workplace relationships (Sluss et al., 2008). This 
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study will contribute to social exchange and social identity theory by providing evidence that 
exchange based relationships, between an organisation and employees, and supervisors and 
employees, are associated with employee engagement. Unlike previous engagement research 
which only considers perceived organisational and supervisor support as drivers of 
engagement; this study will expand understanding by considering organisational and 
supervisor identification as mediators. Specifically, the results of this study will support the 
recommendation of Sluss et al. (2008) that both social exchange and social identity influence 
an employee’s professional life.   
Furthermore, there is a call for continued research to investigate how social exchange 
theory and social identity theory intersect to capture a more in-depth perspective of one’s 
work experience (Sluss et al., 2008). This research will address this gap by investigating 
perceived support and identification as possible mediators of the relationship between 
internal communication and employee engagement. This study will build on, and validate, the 
use of social exchange theory and social identity theory to explain and predict employee 
engagement. It is fitting for academics to continue to explore how these theories work 
together in order to ascertain a deeper understanding of employees’ perceptions of their 
professional life (Sluss et al., 2008). 
1.5.2 Practical Implications  
Beyond the theoretical importance of these findings, the results will have practical 
implications for organisations and their supervisors. Organisational leaders are continually 
looking for ways to increase employee engagement within the workplace (Albrecht, 2010; 
Shuck & Wollard, 2010). Knowledge of social factors, namely perceived support and 
identification, will provide organisations and supervisors with knowledge of the internal 
drivers and tools which can influence employee engagement. Therefore, from a practical 
perspective, this research aims to draw industry attention to internal communication which 
positively influences employees’ perceptions of their work environment. This research could 
prove highly valuable to organisations and supervisors who are seeking to optimise employee 
engagement.  
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1.6 THESIS OUTLINE  
This thesis is structured as follows. This chapter, the introduction, delineates the 
background of the research, the research gaps identified in the literature, and presents the 
research questions and associated hypotheses. Chapter Two, the literature review, provides an 
evaluation of the literature, focusing on workplace relationships, internal communication, 
employee engagement, perceived support, and identification. Chapter Two also provides the 
theoretical foundation for the research, identifies the research gaps, and presents the 
hypotheses to be tested. Chapter Three, methodology, outlines the research design used to 
investigate the hypotheses presented in Chapter Two. The philosophical perspective of the 
researcher is justified in this chapter, along with the chosen research methods, sampling 
techniques, measurement scales, and methods of analysis. Chapter Four presents the 
quantitative results derived from the data analysis and testing of the hypotheses. Chapter Five 
discusses the overall findings and explains the implications for theory and practice. The 
limitations of the study and directions for future research are also discussed.    
        
 25 
Chapter 2: Literature Review and Hypotheses 
2.1 CHAPTER OVERVIEW  
This chapter provides a review and synthesis of the literature in the areas of workplace 
relationships, social exchange theory, internal communication, employee engagement, 
perceived support, and identification. This chapter highlights the gaps identified within the 
literature, the conceptual models developed from these gaps, and the research hypotheses 
guiding the study. The major sections presented in this chapter are illustrated in Figure 1.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1. Organisation of Chapter 2.   
 
2.2  WORKPLACE RELATIONSHIPS  
One of the most important aspects of an employee’s professional life is the 
relationships they experience within the boundaries of their organisation (Gersick et al., 2000; 
Masterson et al., 2000). Relationships play a critical role in shaping work environments 
(Bartunek & Dutton, 2000). Work environments can have either a positive or negative effect 
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on the amount of value, support, and identification an employee derives from their 
professional life (Gersick et al., 2000).  
Workplace relationships are defined in the organisational psychology literature as 
relationships that play a vital role in establishing and maintaining workplaces that accomplish 
organisational and individual objectives (Bartunek & Dutton, 2000). Workplace relationships 
are also a central concept in the public relations literature (Welch & Jackson, 2007). Research 
in public relations focuses on the strategic management of relationships between internal 
stakeholders holding various positions within an organisation (Tkalac Vercic et al., 2012). 
Within the management domain, workplace relationships are generally considered from a 
social exchange perspective, whereby various parties exchange resources to build favourable 
and beneficial relationships (Gersick et al., 2000). Researchers within the management field 
typically conceptualise relationships as either a resource which employees use to benefit their 
careers (Ibarra, 1997; Podolny & Baron, 1997), or as a mechanism used to exchange 
resources, producing reciprocal obligations (Masterson et al., 2000; Shore & Coyle-Shapiro, 
2003). Furthermore, management research has focused extensively on the diverse forms of 
interpersonal exchanges and their interdependent nature (Cropanzano & Mitchell, 2005). In 
marketing, Lings and Greenley (2005) view relationships in the context of employer-
employee exchanges within the organisation. Although the various fields differ in their 
conceptualisation of workplace relationships, they generally relate the term to associations 
between parties, whether individuals or groups, which are dependent on each other 
(Cropanzano & Mitchell, 2005).  
Social exchange theory is among the most dominant theoretical paradigms used to 
understand and explain workplace relationships (Cropanzano & Mitchell, 2005). One of the 
key assumptions of social exchange theory is that workplace relationships are viewed as an 
exchange relationship, whereby resources are exchanged between individuals or groups 
(Cropanzano & Mitchell, 2005). Therefore, this research is underpinned by social exchange 
theory.   
 
2.3 SOCIAL EXCHANGE THEORY  
Social exchange theory is a prominent theoretical paradigm for understanding 
workplace relationships (Cropanzano & Mitchell, 2005) and employee attitudes (DeConinck, 
2010). According to Cropanzano and Mitchell (2005) social exchange theory does not entail a 
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single conceptual model, but draws ideas from various theoretical frameworks including 
equity theory (Adams, 1963), interdependence theory (Rusbult & van Lange, 2008), and 
social resource theory (Foa & Foa, 1980).  Social exchange theory is a foundational theory 
for other theories including leader-member exchange theory (Abu Bakar, Dilbeck & 
McCroskey, 2010; Gerstner & Day, 1977), organisational support theory (Baran, Shanock & 
Miller, 2012; Rhoades & Eisenberger, 2002), transformational leadership (Judge, Piccolo, & 
Ilies, 2004), and trust (Dirks & Ferrin, 2002). Furthermore, social exchange theory has been 
applied in various fields including organisational psychology, sociology, human resources, 
economics, organisational behaviour, public relations, and workplace behaviour (Cropanzano 
& Mitchell, 2005). As such, social exchange theory is applicable in a range of organisational 
and workplace contexts.   
Social exchange theory stipulates that individuals participate in mutually dependent 
relationships, whereby obligations are generated between the individuals or groups involved 
in an exchange (Blau, 1964). Various authors (see Cropanzano & Mitchell, 2005; Emerson, 
1976; Ward & Berno, 2011) tend to agree that these obligations are generated through a 
series of interactions between parties who are in a state of reciprocal interdependence. 
Mutually dependent interactions are believed to foster quality relationships within the work 
environment context (Sluss et al., 2008).   
Reciprocal interdependence occurs via a combination of efforts, opposed to just one 
individual effort (Blau, 1964). In other words, interdependence requires a bidirectional 
exchange to take place, whereby “something has to be given and something returned” 
(Cropanzano & Mitchell, 2005, p. 876). According to Molm (1994) interdependence is 
believed to foster cooperation among individuals within organisations. Reciprocal 
interdependence is an important aspect of this study because of the dependent and 
transactional nature of social exchange. Furthermore, social exchange theory describes how 
the provision of valued resources from an external party (for example, resources from the 
organisation) results in employees developing a felt obligation to reciprocate with pro-social 
attitudes and engagement-related behaviours (Blau, 1964).  
Although widely used, some scholars have argued the limitations and weaknesses of 
social exchange theory. For example, Coyle-Shapiro and Shore (2007) comment on the 
theoretical vagueness and empirical needs of the theory, while Cropanzano, Rupp, Mohler, 
and Schminke (2001) question the ability of social exchange theory to adequately inform the 
processes by which positive interactions and workplace relationships occur. However, 
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Cropanzano and Mitchell (2005, p. 874) suggest “social exchange theory is among the most 
influential conceptual paradigms for understanding workplace behaviour”. In their review of 
social exchange theory, Cropanzano and Mitchell (2005) encourage future research by 
combining old and new concepts of social exchange theory to workplace relationships. On 
these grounds, social exchange theory has been used to underpin the study.    
2.3.1 Social Exchange Relationships  
The most explored and applied facet of social exchange relationships is workplace 
relationships (Cropanzano & Mitchell, 2005). Various mutually dependent associations exist 
within workplaces; these are referred to as social exchange relationships (Cropanzano et al., 
2001). Social exchanges involve a sequence of interactions between two parties that produce 
personal obligations, appreciation, and trust (Blau, 1964; Emerson, 1976). While numerous 
characteristics of social exchange relationships exist, the most significant is reciprocity, 
whereby positive and fair exchanges between two parties (individuals or groups) result in 
favourable behaviours and attitudes (Cropanzano & Mitchell, 2005).  
Employees experience social exchange relationships with their colleagues, customers, 
suppliers, direct supervisor, and their organisation (Masterson et al., 2000). Each of these 
relationships has cognitive, emotional and behavioural impacts whereby employees 
reciprocate the socioemotional benefits they receive (Blau, 1964; Cropanzano & Mitchell, 
2005). The two social exchange relationships which dominate an employee’s professional life 
are the relationships with their organisation and with their direct supervisor (Masterson et al., 
2000; Sluss et al., 2008). An employee’s desire to reciprocate favours toward their 
organisation and their direct supervisor are the result of these relationships (Cropanzano & 
Mitchell, 2005). 
Calls have been made for more complex, empirical research on workplace relationships 
(see Cropanzano & Mitchell, 2005; Van Knippenberg, Van Dick & Tavares, 2007; Masterson 
et al., 2000; Sluss et al., 2008). In particular, the need for research focusing on exchanges 
between an employee and their organisation and between an employee and their direct 
supervisor has been highlighted as an important area (Masterson et al., 2000; Sluss et al., 
2008).   
2.3.2 Resources of Exchange  
Social exchange theory provides an explanation of the nature of social exchange 
relationships and how individuals offer and obtain resources (Sluss et al., 2008). A social 
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resource is defined as “any item, concrete or symbolic, which can become the object of 
exchange among people” (Foa & Foa, 1980, p. 78). Foa and Foa (1980) explore the nature of 
interpersonal resource interactions (i.e. transactions within an organisational context) and 
grouped resources into six social categories: love, status, information, money, goods, and 
services. Foa and Foa’s (1980) six social classifications are clustered into two additional 
categories: concreteness and particularism (refer to Figure 2).  
 
 
 
 
 
 
 
 
 
Figure 2. Six Social Resources and their Concreteness/Particularism Classification.  
Source: Adapted from Foa (1971).  
 
Concreteness refers to how tangible a resource is in the exchange process (Foa, 1971). 
Services and goods are fairly concrete, whereas status and information are exchanged 
verbally implying they are more symbolic in nature. Symbolic resources go far beyond 
objective worth (Cropanzano & Mitchell, 2005). Particularistic refers to the variation in the 
worth of a resource based on its source (Foa, 1971). Money is relatively low in particularism, 
whereas love is highly particularistic as its significance depends on its source (Cropanzano & 
Mitchell, 2005). Furthermore, Foa and Foa’s (1980) six social resources are classified 
according to their varying outcomes, socio-emotional and economic, which derive from 
Blau’s (1964) conceptualisation of social exchange theory (refer Figure 3). Economic 
outcomes are tangible and financially driven, whereas socio-emotional outcomes are 
symbolic and align with an individual’s social and well-being needs, such as respect and self-
worth (Blau, 1964; Cropanzano & Mitchell, 2005). According to Blau (1964, p. 94) social 
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exchange resources are prominently socio-emotional in nature because they “engender 
feelings of personal obligations, gratitude, and trust”.  
 
 
 
 
 
 
 
 
Figure 3. Socio-emotional and Economic Outcomes Classification. 
 
The resource of interest within this research is information, which includes “advice, 
opinions, instructions, or enlightenment” (Foa, 1971, p. 346) and is conceptualised as internal 
communication. As illustrated in Figure 3, information is considered moderately 
particularistic and highly symbolic, implying it goes beyond object worth and its source has 
an impact on its value. Furthermore, Rhoades and Eisenberger (2002) posit that social 
exchange theorists (see Blau, 1964; Cotterell, Eisenberger, & Speicher, 1992) believe 
employees will value resources (i.e. rewards and desirable job conditions) more highly if 
their organisation provides resources on a voluntary basis, rather than as a requirement from 
an external party such as a union or the government.  
According to Smidts, Pruyn, and Van Reil, (2001) internal communication facilitates 
interactions between an organisation and its employees which create a social relationship 
based on meaning and worth. In turn, this is believed to increase productivity and drive 
positive employee attitudes (Cropanzano & Mitchell, 2005). The conceptualisation of 
information as a resource of exchange is consistent with social exchange theory, whereby 
individuals use their cognitive filters to translate resources (i.e. information) into positive or 
negative actions. Therefore, this study equates the resource of information as the exchange of 
communication between an organisation, a supervisor, and their employees. Furthermore, this 
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study positions employee engagement as a favourable, pro-social attitude and behaviour 
which employees are likely to reciprocate. 
 
2.4 INTERNAL COMMUNICATION  
In order to retain a satisfied and motivated workforce, senior leaders and managers 
must continually find ways to meet individual employee needs and stimulate their creativity, 
while persuading them to act in ways aligning with organisational objectives (Kitchen & 
Daly, 2002). One approach used by organisations to retain satisfied and motivated employees 
is internal communication (Ruck & Welch, 2012). Internal communication is a process which 
provides employees with information about their individual roles as well as the overall 
objectives and goals of the organisation (Tkalac Vercic et al., 2012; van Vuuren et al., 2007; 
Welch & Jackson, 2007). Internal communication has emerged as a significant and an 
independent function within the public relations domain (Ruck & Welch, 2012; Tkalac 
Vercic et al., 2012; Welch & Jackson, 2007)  
An increasing amount of research has been published on internal communication within 
the human relations, organisational psychology, management, and internal marketing 
literature (Tkalac Vercic et al., 2012). Numerous authors (see Bovee & Thill, 2010; Gray & 
Robertson, 2005; Massei, 2010) consider the concept as an important, challenging area which 
strengthens the connection between an organisation and its stakeholders, particularly 
employees. Among the different functions of corporate communication, internal 
communication is believed to be one of the most significant (Iyer & Israel, 2012).   Internal 
communication is suggested as a prerequisite of positive internal and external image and 
reputation (Kitchen, 1997; Mazzei, 2010; Tench & Yeomans, 2009).   
Internal communication has been established as playing a vital role in developing 
positive employee attitudes (Gray & Laidlaw, 2004), strong organisational identification 
(Ruck & Welch, 2012; Smidts et al., 2001), organisational commitment (Jo & Shim, 2005), 
and favourable communication behaviour (Kim & Rhee, 2011). These attitudes are associated 
with favourable outcomes including increased productivity, improved performance, 
favourable financial results, organisational effectiveness, and employee engagement (Bovee 
& Thill, 2010; Welch, 2011). Welch (2011) suggests all of these outcomes support a decrease 
in employee turnover and increase employee satisfaction, motivation, and commitment.   
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Despite the importance of internal communication, there are gaps in public relations 
literature and theory. These gaps have encouraged academics to call for empirical research on 
the structure, scope, and consequences of internal communication (Argenti, 1998; Ruck & 
Welch, 2012; Tkalac Vercic et al., 2012; Welch & Jackson, 2007). Furthermore, researchers 
(see Iyer & Israel, 2012; Smidts et al., 200; Welch, 2011) in the corporate communication 
field refer to internal communication as an overlooked management function and believe it 
deserves greater consideration and evaluation, given its association with favourable 
individual- level and organisation-level outcomes.  
2.4.1 Definition of Internal Communication  
The term internal communication is widely accepted in the corporate communication 
and public relations literature to describe communication within the boundaries of an 
organisation (see Carriere & Bourque, 2009; Tkalac Vercic et al., 2012; Welch & Jackson, 
2011). Alternative terms also describing similar functions include internal relations (Grunig 
& Hunt, 1984), organisational communication (Bakar & Mustaffa, 2013; Grunig & Repper, 
1992), internal marketing (Ahmed & Rafiq, 2002, internal public relations (Kennan & 
Hazleton, 2006), and employee communication (Argenti, 2013; Smidts et al., 2001). Moore, 
Dickson-Dean & Galyen (2011) argue that when terms relating to the same concept are used 
interchangeably, scholars can experience difficulties in performing meaningful research, 
conducting cross-study comparisons, and building on results from earlier studies. This belief 
is supported by several authors (see Kitchen & Daly, 2002; Tkalac Vercic et al., 2012; Welch 
& Ruck, 2007) who have called for internal communication to be discussed further in order to 
develop a definition to be used in future research. The most common and frequently cited 
definitions of internal communication from the relevant corporate communication and public 
relations literature are presented in Table 2.  
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Table 2. Summary of Internal Communication Definitions  
Author/s and Year Definition 
Frank and Brownell 
(1989) 
“The communications transactions between individuals and/or groups 
at various levels and in different areas of specialisation that are 
intended to design and redesign organisations, to implement designs, 
and to co-ordinate day-to-day activities” (Frank & Brownell, 1989, p. 
5-6) 
Kalla (2005) “All formal and informal communication taking place internally at all 
levels of an organisation” (2005, p. 304) 
Welch and Jackson 
(2007)  
“A process between an organisation’s strategic managers and its 
internal stakeholders, designed to promote commitment to the 
organisation, a sense of belonging to it, awareness of its changing 
environment and understanding of its evolving aims” (Welch & 
Jackson, 2007, p. 186) 
Blundel and Ippolito 
(2008)  
“Communication which takes place within the boundaries of an 
organisation in the form of one-way, inter-personal, and non-verbal 
exchange” (Blundel & Ippolito, 2008, p. 11) 
Carriere and 
Bourque (2009)  
“The full spectrum of communication activities, both formal and 
informal, undertaken by an organisation’s members for the purpose 
of disseminating information to one or more audiences within the 
organisation” (Carriere & Bourque, 2009, p. 31)  
Bovee and Thill 
(2010) 
“The exchange of information and ideas within an organisation” 
(Bovee & Thill, 2010, p. 7)  
Mazzei (2010) “The communication flow among people within the boundaries of an 
organisation” (Mazzei, 2010, p. 221) 
Cornelissen (2011) “All methods (internal newsletter, intranet) used by a firm to 
communicate with its employees” (Cornelissen, 2011, p. 258)  
 
 
While several definitions of internal communication have been offered (see for 
example, Bovee and Thill, 2000; Carriere & Bourque, 2009; Kalla, 2005; Mazzei, 2010; 
Welch & Jackson, 2007) four main definitional themes have been synthesised from this body 
of work.  Internal communication 1) is transactional in nature, 2) features an exchange of 
information, 3) is a management process, and 4) is characterised by flows of communication. 
While the boundary of internal communication has been challenged due to the fluid nature of 
organizational boundaries (Welch & Jackson, 2007), more commonly, the influence of 
internal communication is positioned within organisational boundaries, for example between 
employees and senior leaders/managers (Mazzei, 2010). There is however little agreement 
about the characteristics which make up internal communication (i.e. methods, forms, 
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content, etc). The definitions by Blundel and Ippolito (2008), Cornelissen (2011), and Kella 
(2005) provide some insight into these characteristics, however further insight is required to 
comprehend the nature of the concept and its associations.    
Bovee and Thill (2010) define internal communication as the exchange of information 
and ideas, while Welch and Jackson (2007) present internal communication as a process 
which occurs between organisational leaders and employees. These definitions imply that 
internal communication is an important function which occurs within the boundaries of an 
organisation. Furthermore, Carriere and Bourque (2009) discuss information dissemination as 
a key function of the internal communication process. Mazzie (2010) takes Carriere and 
Bourque’s (2009) definition further by positioning internal communication as the flow of 
communication between parties. Mazzie’s (2010) definition suggests that internal 
communication is a two-way process. However, internal communication encapsulates 
elements from all of the definitions presented in Table 2. Therefore, drawing on these 
definitions, this study defines internal communication as a process responsible for the internal 
exchange of information between stakeholders at all levels within the boundaries of an 
organisation.  
Internal communication consists of different types of information including, 
employees’ roles, personal impact, team information, project information, and organisational 
issues (Smidts et al., 2001; Welch & Jackson, 2007).  Communication concerning an 
employee’s role (i.e. goal setting, appraisals, and day-to-day activities) and organisational 
issues (i.e. goals, objectives, new developments, activities, and achievements) is central to 
this study for two reasons. First, communication dedicated to informing employees about 
their roles and organisational issues is controlled and managed by the dominant coalition 
(Smidts et al., 2001; Welch & Jackson, 2007). Second, internal communication about an 
employee’s role and organisational issues are most representative of the two essential 
workplace relationships experienced by employees: a relationship with their organisation and 
with their direct supervisor (Sluss et al., 2008). This study reflects both types of internal 
communication which is referred to as internal supervisor communication and internal 
organisational communication.  
Internal organisational communication occurs between an organisation’s executive 
team (i.e. CEO, senior management) and employees, while internal supervisor 
communication occurs between supervisors and their employees. The importance of 
considering internal organisation communication and internal supervisor communication 
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stems from Bennis and Nanus’ (1985) belief that both levels of communication are essential 
within all organisations. Furthermore, Bennis and Nanus (1985) suggest organisations and 
supervisors must communicate with their employees about company goals, visions, and 
values, as well as specific role-related tasks, in ways which elicit and encourage employees to 
respond with feedback. Therefore, it is important to understand how internal communication 
enhances organisational effectiveness and whether internal communication is linked to 
employee engagement. Before this can be discussed it is essential to understand what 
constitutes internal communication.  
2.4.2 Dimensions of Internal Communication  
Johlke and Duhan (2000) conceptualise internal communication as a multidimensional 
construct with four dimensions: communication frequency, communication mode, 
communication content, and communication direction. They believe most organisational 
communication research, explicitly or implicitly, adopts a systematic perspective which 
implies that internal communication should be described using these four dimensions (Johlke 
& Duhan, 2000). These dimensions have been tested in the context of supervisor and sales 
manager communication (see Johlke & Duhan, 2000, 2001; Johlke, Duhan, Howell & 
Wilkes, 2000). However, another dimension of internal communication exists; commonly 
referred to as communication or information quality. Maltz (2000, p. 114) defines 
information quality as “the extent to which an individual perceives information received from 
a sender as being valuable”.  Johlke and Dunhan (2001) position the perceptions of 
communication quality as an intervening variable between sales manager and salesperson 
communication and individual-level job outcomes. Their study found a positive association 
between communication practices and perceptions of communication quality which, in turn, 
were significantly associated with communication satisfaction and organisational 
commitment. Furthermore, Maltz (2000) conducted an empirical study based on a survey of 
504 marketing managers and found perceived information quality to be an outcome of 
communication frequency and communication mode. While communication quality is an 
important aspect of internal communication, it has only been positioned as a mediator and an 
outcome variable within conceptual and theoretical models (Johlke & Duhan, 2001; Maltz, 
2000) and never as a dimension of internal communication.  There is support to include 
communication quality as the fifth dimension of internal communication. Therefore, as 
illustrated in Figure 4, the study will incorporate five major dimensions of internal 
communication as well as six sub-dimensions which capture various facets of the construct. 
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For example, communication mode comprises of both formal and informal channels which 
are used to transmit information between senders and receivers. Similarly, communication 
content and communication direction have two facets each which capture the nature of the 
strategy used by the sender to influence the receiver’s attitudes as well as the flow of the 
information. Each proposed dimension of internal communication is discussed in further 
detail throughout the following sections.      
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4. Dimensions of Internal Communication. 
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experience communication overload. Furthermore, Maltz (2000) argues organisations can 
either communicate with employees too frequently or not frequently enough, causing 
information overload or misunderstandings. As such, the regularity of communication from 
organisation and supervisors remains unresolved and is beyond the scope of this research. 
Therefore, this study aligns with the assumption that organisations and supervisors 
communicate with their employees within the functional zone i.e. the point at which 
frequency and effect intersect.  
Communication Mode  
Communication mode refers to the channel used to transmit a message from the sender 
to the receiver (Stohl & Redding, 1987). According to Maltz (2000), four general modes of 
communication are commonly cited within the literature: electronic, written, face-to-face, and 
phone. These various modes can be described as being formal or informal (Johlke & Duhan, 
2000). Formal modes of communication follow an organisation’s chain of command and are 
impersonal in nature. The modes are designed to help achieve organisational objectives and 
include emails, newsletters, reports, scheduled meetings, memos, and conference calls 
(Johlke & Duhan, 2000; Maltz, 2000).  Alternatively, informal modes of communication do 
not follow the organisation’s chain of command and are personalised and often impromptu. 
They are designed to help achieve individual objectives and include hand written notes, hall 
talk, text messages, the grapevine, impromptu one-on-one meetings and team blogs (Johlke & 
Duhan, 2000; Maltz, 2000). Formal and informal modes of communication have the potential 
to influence an employee’s perception of their organisation and their direct supervisor (Johlke 
& Duhan, 2000). Therefore, the study will focus on both communication modes.  
Communication Content  
Communication content refers to the type of influence strategy used by organisations 
and supervisors to guide employees’ actions (Fisher, Maltz, and Jaworshi, 1997). The sender 
will use one of two influence strategies to communicate with their receiver: a directive or an 
in-directive strategy (Johlke & Duhan, 2000). These strategies are conceptualised as the 
manner in which organisations and supervisors communicate with employees about their 
specific roles and associated tasks (Johlke & Duhan, 2000). An organisation or supervisor 
may use a directive communication strategy to provide employees with specific directions 
and instructions. A directive strategy is used to explicitly communicate actions and is mostly 
inflexible in nature (Johlke & Duhan, 2000).  Alternatively, an organisation or supervisor 
may use an in-directive communication strategy which is more flexible in nature (Mohr, 
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Fisher, & Nevin, 1996).  When organisations and supervisors use an in-directive strategy, 
they are allowing, and encouraging, employees to be part of decision making processes (Teas, 
1983). Therefore, in keeping with past research, and to gain further insight into how both 
strategies influence employees’ perceptions, this study focuses on directive and in-directive 
communication content strategies. 
Communication Direction  
Communication direction is defined as the flow of information and feedback within an 
organisation (Farace et al., 1977). According to Johlke and Duhan (2000), information or 
communication, can flow two-way (bidirectional) or one-way (unidirectional). Unidirectional 
communication occurs when organisations and supervisors provide employees with 
information and do not encourage them to respond with feedback and ideas (Johlke & Duhan, 
2000). Bidirectional communication occurs when organisations and supervisors provide 
employees with information and then encourage them to respond with feedback (Johlke & 
Duhan, 2000). Downs and Adrian (2004) provide a model of communication which identifies 
the process of encoding (choosing what and how to exchange information) and decoding 
(information interpretation). The model brings attention to the process of filtering information 
in order to effectively interpret what has been received; also known as the feedback loop 
(Downs & Adrian, 2004). This loop encourages two-way communication between an 
organisation and supervisors and their employees which is said to be more effective than one-
way communication (Bambacas & Patrickson, 2008). Therefore, managers who use 
bidirectional communication provide employees with information and then actively seek the 
employees’ input (Cornelissen, 2011). This study focuses on both bidirectional and 
unidirectional communication flow.  
Communication Quality  
Communication quality is understood through an individual’s perception of value in 
relation to the information they receive (Maltz, 2000). While opinions regarding the 
dimensions of communication quality vary, this study aligns with Johlke and Duhan’s (2001) 
conceptualisation. Communication quality is the extent to which communication is perceived 
to be timely (current and received when needed), accurate (can be relied upon and is usually 
correct), adequate (enough is received to accomplish tasks), and complete (comprehensive 
and not lacking any significant information). Quality communication is crucial to achieving 
organisational effectiveness, employee performance and motivation (Maltz, 2000). There are 
conflicting views in relation to communication quality. Some authors (for example, Harber, 
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Ashkanasy, & Callan, 1997) suggest that organisational communication researchers should 
consider the overall communication environment within a firm, while others (for example, 
Downs & Adrian, 2004) propose that the communication environment within the employee’s 
primary work group is most relevant. This study will focus on the communication 
environment between an organisation and its employees as a whole and will measure the four 
aspects of communication quality: timeliness, accuracy, adequacy, and completeness. 
2.4.3 Antecedents and Consequences of Internal Communication  
Now that internal communication has been defined, and its five dimensions have been 
outlined, it is important to discuss the antecedents and consequences of the concept. 
Consequences or outcomes of internal communication are the most common, leaving the 
antecedents largely unexplored. Only a few studies (see for example Welch & Jackson, 2007) 
have considered the antecedents of internal communication which are listed, along with 
various consequences (Carriere & Bourque, 2009; Smidts et al., 2001), in Figure 5.   
 
 
 
 
 
 
 
 
 
Figure 5. Summary of the Antecedents and Consequences of Internal Communication.  
Source: Adapted from Carriere and Bourque (2009), Smidts et al. (2001), and Welch and Jackson (2007). 
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Welch and Jackson (2007), individual- level consequences have the ability to contribute to 
overall organisational effectiveness.  
Two studies which investigate some of the individual- level consequences of internal 
communication found a positive association between internal communication and job 
satisfaction, organisational commitment, and organisational identification.  
 Carriere and Bourque (2009) found a significant and positive relationship between 
internal communication and two job outcomes:  job satisfaction and organisation 
commitment. Both of these outcomes are aligned with individual-level work attitudes. 
Carriere and Bourque (2009) found two important implications for internal communication. 
First, managers are unable to generate job satisfaction and organisational commitment within 
their team through internal communication unless they gain insight into what information is 
valued by their employees. Second, managers must appreciate the value and quantity of 
information required by employees before they implement internal communication practices. 
This suggests that knowledge of information requirements as well as the quantity and quality 
of information are important antecedents to internal communication.  
Smidts et al. (2001) conceptualise employee communication as the sufficiency and 
usefulness of information an employee receives about their organisation and individual role. 
They found that employee communication influences the degree of identification an 
employee will foster with their organisation (Smidts et al., 2001).   
These studies illustrate the importance of internal communication in demonstrating an 
organisation’s ability to produce a cognitive, emotional and behavioural response in their 
employees (Carriere & Bourque, 2009; Smidts et al., 2001). These responses, when positive 
and favourable, elicit mutually beneficial outcomes for the organisation and its employees 
(Asif & Sargeant, 2000; Bambacas & Patrickson, 2008; Carriere & Bourque, 2009). This 
suggests that an organisation’s senior leaders and supervisors have the ability to generate 
favourable attitudes in their employees which lead to positive outcomes for both the 
organisation and employee (Welch, 2011). One suggested outcome is employee engagement 
(Welch, 2011). Employee engagement has emerged as a key concept in both practice and 
academy due to its links with favourable organisational and individual outcomes.  
The role of internal communication in establishing and maintaining employee 
engagement has been recognised in the literature (Kress, 2005; Saks, 2006; Welch & Jackson, 
2007). However, there is very limited empirical research examining the association between 
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internal communication and employee engagement; and any relationship which may exist 
between these two variables is more implied than demonstrated (Welch & Jackson, 2007). 
The concept of employee engagement will now be discussed and justified as the reciprocated 
benefit an employee is likely to exchange with their organisation and/or supervisor when they 
experience positive social relationships within their work environment (Sluss et al., 2008).  
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Table 3. Summary of Academic Research on Internal Communication.  
Source: Adapted from Sharma and Kamalanabhan (2012).  
Author/s and 
Year 
IC Dimension/s 
Studied 
Moderating or 
Mediating Variables  
Organisational Outcome/s 
Studied 
Methodology 
Asif and Sargeant 
(2000)  
Mode (informal 
and formal) and 
frequency  
Tenure and management 
style (moderating)  
Employee loyalty, shared 
vision, commitment, 
empowerment, and 
satisfaction 
Qualitative 
Case study 
Bambacas and 
Patrickson (2008)  
Frequency and 
content  
Listening habits, 
motivation, and 
perceptions 
Employee and organisational 
commitment  
Qualitative 
 
Carriere and 
Bourque (2009) 
Frequency, mode, 
content, and 
direction  
Communication 
satisfaction (mediating)  
Affective organisational 
commitment and job 
satisfaction 
Survey 
Chong (2007)  Content and mode Organisational 
identification  
Brand performance  Case study 
Elving (2005) Communication 
(no specific 
dimensions)  
- Organisational 
identification, readiness for 
change 
Conceptual 
Hargie and 
Dickson (2007) 
Communication 
content, mode, 
and direction  
- Employee awareness of 
organisational polices 
Survey 
Iyer & Israel 
(2012) 
Communication 
satisfaction 
- Employee engagement  Survey  
Kapoor (2010) Content and mode - Employer branding  Qualitative 
Mazzei (2010) Content and mode - Impact on communication 
behaviours  
Qualitative 
Power and 
Rienstra (1999)  
Content, mode, 
and direction 
- Impact on employee 
behaviours and attitudes  
Case study 
Punjaisri, 
Evanschitzky and 
Wilson (2009) 
Mode and content  Brand identification, 
commitment, and loyalty 
(mediating) 
Employee brand 
performance 
Survey 
Sharma and 
Kamalanabhan 
(2012)  
Mode, quality and 
direction 
Communication 
satisfaction (mediating) 
Employee brand 
identification, loyalty, and 
commitment   
Case study  
Smidts et al. 
(2001)  
Mode and content Communication climate 
(mediating)  
Organisational identification  Survey  
Tukiainen (2001)  Mode and content  - Communication satisfaction Conceptual 
van Vuuren et al. 
(2007) 
Content  - Affective organisational 
commitment  
Survey 
Welch and 
Jackson (2007)  
Content and mode  - Employee belonging, and 
commitment, job 
satisfaction, and employee 
engagement 
Conceptual  
White, Vanc and 
Stafford (2010) 
Frequency, mode, 
and content 
- Information satisfaction and 
advocacy. 
Interviews  
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2.5 EMPLOYEE ENGAGEMENT  
Employee engagement has gained substantial interest within both academic and 
practitioner literature (Shuck & Wollard, 2011). Employee engagement is associated with 
favourable employee outcomes; such as organisational effectiveness, and positive financial 
returns (Saks, 2006).  The academic literature on employee engagement includes conceptual 
and empirical work (for example Kahn, 1990; Macey & Schneider, 2008; Saks, 2006; Shuck 
& Wollard, 2011). Despite the increase in attention, there is a shortage of public relations 
research on employee engagement (Albrecht, 2010).  Furthermore, much of what has been 
written about employee engagement comes from practitioner and consulting firms where it 
has its basis in practice rather than theory (Saks, 2006).  
Despite the interest surrounding employee engagement, industry and consultancy 
studies have revealed that the number of engaged employees is declining and an increasingly 
disengaged workforce is growing (Welch, 2011). Tower’s Perrin (2007-2008) global 
workforce study discovered that only 21 per cent of employees were engaged with their 
work, and 38 per cent of employees were moderately to fully disengaged with their work. 
Results from a more recent workplace study by Gullup Consulting (2010) indicates only 11 
per cent of employees worldwide are engaged in their job, 62 per cent are not engaged, and 
27 per cent are actively disengaged. Furthermore, the Corporate Communication International 
survey of US Chief Corporate Communicator Opinion on Practices and Trends identified 
employee engagement as one of the top three trends impacting organisations (Goodman & 
Hirsch, 2010). Employee engagement has therefore become a high priority for organisations 
worldwide.  
2.5.1 Evolution of the Employee Engagement Definition  
The term employee engagement (Harter, Schmidt, & Hayes, 2002; Luthans & Peterson, 
2002; Macey & Schneider, 2008; Saks, 2006; Xu & Thomas, 2011) is used throughout this 
study.  However, within the broader published literature alternative terms relating to the 
concept are used interchangeably. These include: work engagement (May, Gilson, & Harter, 
2004; Rothbard, 2001), personal engagement (Kahn, 1990), and job engagement (Maslach, 
Schaufeli & Leiter, 2001; Rich, Lepine & Crawford, 2010; Schaufeli et al., 2002). The 
increased demand and application has caused the concept of employee engagement to 
undergo considerable changes in terminology, definition, measurement, and 
conceptualisation (Bakker & Demerouti, 2008). The limited academic research on employee 
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engagement is attributed to the considerable misunderstanding surrounding the concept 
(Albrecht, 2010; Saks, 2006; Shuck & Wollard, 2011; Welch, 2001).  
According to Welch (2011) there are various definitions of employee engagement 
within the academic and practitioner literature. While each definition represents unique 
perspectives of the particular field and time in which the research was conducted, the 
incoherent approach to defining employee engagement has left the concept misconceptualised 
(Shuck & Wollard, 2010). This has caused confusion within the public relations and 
corporate communication domains which draw understanding from a number of academic 
disciplines (Welch, 2011). A selection of academic studies and their associated definitions of 
engagement are discussed in the following sections.  
Gallup researchers, Buckingham and Coffman (1999, p. 248), are believed to have 
pioneered the term ‘employee engagement’ by defining the term as “the right people in the 
right roles with the right managers”. And so began the academic evolution of the definition 
and conceptualisation of employee engagement (Welch, 2011).  
In his seminal work aimed to explore the ways people personally engage and express 
themselves at work, Kahn (1990) published an early grounded needs-satisfying theoretical 
framework of personal engagement. Kahn’s (1990) work on personal engagement generated 
significant practitioner interest within consultancy firms around the world (Schaufeli, Bakker 
& Salanova, 2006). Kahn (1990, p. 694) was the first to define personal engagement as “the 
harnessing of organisation members’ selves to their work roles; in engagement, people 
employ and express themselves physically, cognitively, and emotionally during role 
performance.” Kahn (1990, p. 694) also describes personal disengagement as “the uncoupling 
of selves from work roles; in disengagement, people withdraw and defend themselves 
physically, cognitively, or emotionally during role performances”. Kahn’s (1990) definitions 
make apparent the differing ways people can be physically, cognitively, and emotionally 
involved in their work roles within an organisation. He also suggests that together, these 
conditions predict how much of one’s self an employee gives when performing within their 
working environment (Kahn, 1990).   Kahn (1990) incorporates Alderfer’s (1972) and 
Maslow’s (1954) findings within his study of personal engagement and disengagement. 
These authors suggest that people require the presence of self-expression and self-
employment in their work lives.  
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Khan’s (1990) empirical research also considers the three psychological conditions 
deemed to impact personal engagement and disengagement. These conditions are 
meaningfulness, safety, and availability. Psychological meaningfulness is defined as the 
“sense of return on investment of self in role performance” (Kahn, 1990, p. 705). 
Psychological safety is defined as the “sense of being able to show and employ self without 
fear of negative consequences to self-image, status, or career” (Kahn, 1990, p. 705). 
Psychological availability is defined as the “sense of possessing the physical, emotional, and 
psychological resources necessary for investing self in role performances” (Kahn, 1990, p. 
705). In other words, people are more likely to engage when they feel it is meaningful to do 
so, when they sense it is safe to do so, and when they are available to do so (Kahn, 1990).  
These conditions determine the extent an employee will bring their entire self into a work 
role (May et al., 2004).  
Following Kahn’s (1990) research, Maslach et al., (2001) conducted research on 
employee engagement which they conceptualise as the opposite of burnout. Maslach et al. 
(2001, p. 417) adopted the practitioner term and define employee engagement as “a 
persistent, positive affective-motivational state of fulfilment in employees that is 
characterised by high levels of activations and pleasure”.  Schaufeli et al., (2002) tested 
Maslach et al.’s (2001) burnout model and found burnout and engagement to be significantly 
and negatively related. Within their study Schaufeli et al. (2002) developed the Utrect Work 
Engagement Scale and conceptualised engagement as a “positive, fulfilling, work-related 
state of mind characterised by vigour, dedication, and absorption (Schaufeli et al., 2002, p. 
74). They further describe engagement as a “persistent and pervasive affective-cognitive 
state” (Schaufeli et al., 2002, p. 74).  The authors developed this definition within an 
organisational behaviour context and closely align with Kahn’s (1990) definition of 
engagement, whereby vigour stems from one’s behavioural (or physical) state, dedication 
from one’s emotions, and absorption from one’s cognition (Schaufeli et al., 2002). 
In his survey research underpinned by social exchange theory, Saks (2006) uses Kahn’s 
(1990) definition of engagement and further develops the construct to include job 
engagement and organisation engagement. Saks (2006) believes engagement is an individual-
level construct, whereby employees must first experience individual-level outcomes in order 
for organisations to experience favourable results.  Saks (2006, p. 602) therefore defines the 
concept as “a distinct and unique construct that consists of cognitive, emotional, and 
behavioural components that are associated with individual role performance”.  In other 
 
 
46 
words, engagement involves the active use of an individual’s emotions, behaviours, and 
cognitions during job performance.  
Furthermore, Macey and Schneider (2008) took the concept of employee engagement 
to an entirely new level by conceptualising trait (positive perceptions of life and work), state 
(feelings of energy and absorption), and behavioural (extra-role behaviour) engagement as 
distinct but related facets. They recognised that the concept was being used interchangeably 
within the literature (Macey & Schneider, 2008). For example, Kahn’s (1990) research 
concludes with the concept of engagement consisting of three distinct constructs which are 
influenced by three psychological states: meaningfulness, safety, and availability. Whereas 
Sparrow and Balain (2010) and Harter et al. (2002) conceptualise engagement as a positive 
attitude (i.e. behavioural). In addition, Schaufeli and Bakker (2004) conceptualise the concept 
as a factor of wellbeing (i.e. trait). Both Saks (2006) and Rich et al. (2010) disagree and align 
with Kahn’s (1990) positioning of engagement as a psychological state.  According to 
Albrecht (2010) most definitions of employee engagement imply that engagement is a 
positive work-related psychological state. This research will therefore focus on engagement 
as a psychological state since it has received the most attention, and is readily accepted within 
the academic literature. Furthermore, Welch (2011) suggests states and attitudes can be more 
easily influenced by communication efforts and practices, whereas traits are fixed and harder 
to influence with communication interventions.  In his book entitled Handbook of Employee 
Engagement: Perspectives, Issues, Research, and Practice Albrecht (2010, p. 5) 
conceptualises engagement as “a positive work-related psychological state characterised by a 
genuine willingness to contribute to organisational success”. 
After comparing and contrasting the definitions within the sections presented above, it 
is apparent that employee engagement is a distinct construct and is generally recognised as a 
positive psychological state which benefits the employee and their organisation. This research 
therefore aligns with, and uses, Schaufeli et al.’s (2002, p. 74) definition of engagement as “a 
positive, fulfilling, work-related state of mind characterised by vigor, dedication, and 
absorption”. 
2.5.2 Employee Engagement as a Distinct Construct  
A key criticism of employee engagement is the concern as to whether the term is just a 
new name for existing constructs, especially organisational commitment and job 
involvement. Zigarmi, Nimon, Houson, Witt and Diehl (2009) argue that engagement 
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overlaps onto existing constructs and therefore isn’t worth consideration. However, numerous 
authors (see Albrecht, 2010; Macey & Schneider, 2008; Saks, 2006; Welch, 2011) posit that 
engagement is an exclusive and distinct construct which requires the same practical and 
theoretical consideration as other more developed constructs.  
Like engagement, organisational commitment is defined as a psychological state, 
however according to Meyer, Allen, and Smith (1993, p. 539), the concept “characterises the 
employee’s relationship with the organisation and has implications for the decision to 
continue or discontinue membership with the organisation”. Commitment is therefore an 
attitude about one’s attachment with an organisation, whereas engagement concerns the 
extent to which one is absorbed in their work roles (Saks, 2006).  Engagement is also distinct 
from the construct of job involvement which Cooper-Hakim and Viswesvaran (2005, p. 244) 
define as “the degree to which an employee psychologically relates to his or her job”. 
Furthermore, May et al. (2004, p. 12) believe job involvement “results from a cognitive 
judgement about the need satisfying abilities of the job. Jobs in this view are tied to one’s 
self-image”. As discussed in the sections above, engagement occurs when an individual 
brings their entire self into a work role using their emotions and behaviours, as well as 
cognitions (Saks, 2006).  Finally, some authors (see Macey & Schneider, 2008) position job 
involvement as an important facet of the psychological state of engagement, while others (see 
May et al., 2004) consider the concept as an outcome of engagement.  
Albrecht (2010) associates practitioner and consultancy literature with the confusion 
surrounding the definition, measurement, and conceptualisation of employee engagement. 
According to Schaufeli and Bakker (2004, p. 12) “in business and among consultants 
engagement is used as a novel, catchy label that in fact covers traditional concepts, it has the 
appearance of being somewhat faddish”. However, the ongoing relevance and importance of 
employee engagement for industry signifies there is something worth investigating.  
2.5.3 Dimensions of Employee Engagement  
The study adopts Schaufeli et al.’s (2002) definition of employee engagement. Employee 
engagement is operationalised as a multidimensional construct consisting of three 
dimensions: vigour (behaviour), dedication (emotion), and absorption (cognition) (Schaufeli 
et al., 2002). Vigour is defined as “high levels of energy and mental resilience while working, 
the willingness to invest effort in one’s work, and persistence even in the face of difficulties” 
(Schaufeli et al., 2006, p. 702). Dedication is defined by Schaufeli et al. (2006, p. 702) as 
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“being strongly involved in one’s work and experiencing a sense of significance, enthusiasm, 
inspiration, pride, and challenge”. Finally, absorption is defined as “being fully concentrated 
and happily engrossed in one’s work, whereby time passes quickly and one has difficulties 
with detaching oneself from work (Schaufeli et al., 2006, p. 702). Therefore, as illustrated in 
Figure 4, the study will incorporate three dimensions of employee engagement.  
 
 
 
 
 
 
 
 
Figure 6. Dimensions of Employee Engagement. 
 
 
2.5.4 Antecedents and Consequences of Employee Engagement  
Saks (2006) was the first to contribute research to academic literature exploring the 
antecedents and consequences of employee engagement. Up until Saks’ (2006) research, 
practitioners and consultancy firms provided the only research on the antecedents and 
consequences of employee engagement (see Hewitt Associates LLC, 2004). This can be 
attributed to the confusion within academic literature surrounding the concept (Albrecht, 
2010). However, Saks (2006) identified several antecedents of engagement which he 
obtained from Kahn’s (1990) and Maslach et al.’s (2001) models of engagement. Research 
conducted by Rich et al. (2010) also identified antecedents of engagement which are included 
in Figure 7. 
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Figure 7. Summary of the Antecedents and Consequences of Employee Engagement.  
Source: Adapted from Rich et al. (2010) and Saks (2006).  
 
Kahn’s (1990) ethnographic work focused on how a person’s experience within their 
work environment influences personal engagement and disengagement. Kahn (1990) 
conducted his qualitative research by interviewing summer camp counsellors and employees 
of an architecture firm. Kahn (1990) explored the different circumstances within a workplace 
in which individuals either express and/or withdraw their personal selves physically, 
cognitively, and emotionally. As mentioned in Section 2.5.1, Kahn (1990) discovered three 
psychological conditions linked with engagement and disengagement within a work place: 
meaningfulness, safety, and availability. May et al. (2004) were the first to publish empirical 
research testing these psychological conditions and found all three conditions to have a 
significant and positive relationship with engagement; meaningfulness exhibited the most 
positive relationship. Furthermore, they found a positive association between psychological 
meaningfulness and job enrichment and work role fit; a positive association between 
psychological safety and supportive supervisor relations and rewarding co-worker relations; a 
positive association between psychological availability and resources and a negative 
association with participation in outside activities (May et al., 2004).  Rich et al. (2010) re-
examined Kahn’s (1990) seminal work on employee engagement. In their empirical survey 
research, Rich et al. (2010) drew from Kahn’s (1990) theory and identifies three antecedents 
of engagement; perceived organisational support (stemming from psychological safety), 
value congruence (stemming from psychological meaningfulness) , and core self-evaluations 
(stemming from psychology availability).  Results from this study found that employees with 
higher levels of engagement had higher levels of value congruence, perceived organisational 
support, and core self-evaluations (Rich et al., 2010). In addition, May et al. (2004), Rich et 
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al. (2010), and Saks (2006) underpinned their research in motivational theories of 
engagement.  
The second model from which Saks (2006) obtains antecedents of engagement was 
established by Maslach et al. (2001). Maslach et al.’s (2001) research was established in 
theories of burnout and employee well-being. Although Maslach et al.’s (2001) study was 
only conceptual in nature, their model has been tested by numerous authors (see Schaufeli et 
al., 2002; Schaufeli et al., 2006; Wefald & Downey, 2008) and shown to be valid. Maslach et 
al.’s (2001) model identifies six characteristics of the work environment which act as 
antecedents of engagement. They include workload, control, rewards and recognition, 
communication and social support, perceived fairness, and values. While there are numerous 
antecedents or drivers of employee engagement within the work environment, one potential 
driver has not been thoroughly explored. Internal communication has been theorised as an 
important factor in establishing and maintaining employee engagement within organisations 
(Welch, 2011). However, the public relations literature has largely overlooked this suggested 
association due to concerns about overlaps with employee engagement and other developed 
constructs such as organisational commitment, motivation, satisfaction, and job involvement 
(Saks, 2006; Welch, 2011).  
There is wide support for positive associations between employee engagement and a 
range of favourable consequences or outcomes (see Table 4). This study aligns with Saks’ 
(2006) positioning of engagement as an individual- level construct opposed to an 
organisational-level construct, whereby an organisation can only experience favourable 
outcomes if the employee experiences individual- level outcomes first. Although the models 
of engagement developed by Kahn (1990) and May et al. (2004) do not contain consequences 
or outcomes, they were implicitly suggested.  Kahn (1990) proposes that engagement causes 
individual outcomes (quality of work experience) and organisational outcomes 
(organisational growth and productivity) which makes it logical to consider engagement at an 
organisational-level and individual level. Additionally, Maslach et al. (2001) considers 
engagement to be a mediator between six work conditions and several outcomes including 
job satisfaction and commitment. A summary of the individual- level and organisational-level 
outcomes identified since Kahn (1990) and May et al.’s (2004) research are presented in 
Table 4. 
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Table 4. Summary of Academic Research on Employee Engagement  
Author/s 
and Year 
Engagement Concept 
Studied 
Moderating or 
Mediating Variables  
Outcomes Methodology 
Kahn (1990) Personal engagement  Psychological 
meaningfulness, safety, 
and availability 
Psychologically present 
when occupying an 
organisational role 
Qualitative  
Maslach et 
al. (2001)  
Job engagement  - Job satisfaction and 
commitment  
Conceptual  
Rothbard 
(2001)  
Work engagement  Positive and negative 
emotion  
Family engagement  Survey  
Luthans and 
Peterson 
(2002)  
Employee engagement  Manager self-efficacy  Manager effectiveness  Survey  
Harter et al. 
(2002)  
Employee engagement  - Business-unit 
performance  
Survey  
Schaufeli et 
al. (2002) 
Job engagement  - Negative burnout  Survey  
May et al. 
(2004) 
Work and employee 
engagement  
Psychological 
conditions 
(meaningfulness, 
safety, availability)  
Job enrichment and 
work-role fit 
Survey  
Saks (2006)  Employee engagement  
Job and organisation 
engagement  
- Job satisfaction, 
organisational 
commitment, intention to 
quit, and organisational 
citizenship behaviour 
Survey  
Macey and 
Schneider 
(2010)  
Employee engagement  - Organisational 
effectiveness  
Conceptual  
Rich et al. 
(2010)  
Job engagement  - Task performance and 
organisational citizenship 
behaviour 
Survey  
Xu and 
Thomas 
(2011) 
Employee engagement  - Positive organisational 
performance (i.e. 
customer service, 
productivity, and safety) 
Survey  
 
 
2.6 INTERNAL COMMUNICATION AND EMPLOYEE ENGAGEMENT  
Internal communication is suggested as one of the key determinants of employee 
engagement (Welch, 2011). However, empirical research to understand the influence of 
internal communication on employee engagement is scant. Various studies within the broader 
published academic literature have examined the relationship between internal 
communication and favourable individual- level and organisational- level outcomes (Refer to 
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Table 4). According to Carriere and Bourque (2009), work attitudes are associated with 
significant and meaningful work outcomes at both the individual- level and organisational-
level.  The most studied relationship between internal communication and work attitudes 
involves organisational commitment and job satisfaction (Bambacas & Patrickson, 2008; 
Carriere & Bourque, 2009; Welch & Jackson, 2007). Despite the importance accredited to 
internal communication and employee engagement within the practitioner literature, there is 
little empirical research testing and supporting an association between the constructs. The 
few academic studies which have considered elements of this association, or that have 
conceptually suggested an association, are discussed in the following paragraphs.   
Practitioner and consultancy research considers the relationship between internal 
communication and employee engagement extensively and associates the constructs in a 
number of ways. For example, research by Watson Wyatt Worldwide (WWW) in 2003 and 
again in 2005 identifies a link between internal communication and higher levels of employee 
engagement (Yates, 2006). Although Yates (2006) doesn’t identify how WWW have 
conceptualised the concept of engagement, it has been differentiated from similar terms such 
as organisational commitment and satisfaction. In 2006 the Chartered Institute of Personnel 
and Development conducted survey research on employee attitudes and engagement using a 
stratified sample of 2000 employees from the UK (Truss, Soane, Edwards, Wisdom, Croll & 
Burnett, 2006). This study recognises three different levels of engagement which include 
emotional (being very involved in work related tasks), cognitive (focusing very hard on work 
related tasks), and physical (being willing to put in extra effort) (Truss et al., 2006). Although 
the researchers do not identify the source of the engagement components, it is evident these 
components directly align with Kahn’s (1990) belief that when engaged, people employ and 
express themselves physically, cognitively, and emotionally during role performance. The 
findings of this study allude to three main drivers of employee engagement 1) opportunities 
for employees to feed their views and ideas upwards, 2) employees feeling well-informed 
about what is happening within the organisation, and 3) employees sensing their manager is 
committed to the organisation (Truss, et al., 2006). This research found that only 56 per cent 
of respondents feel their organisation keeps them well informed about what is going on; with 
no difference in their findings between public and private organisations. Overall, Truss et al. 
(2006) suggest that keeping employees well informed about organisational issues is a major 
driver of employee engagement.  
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In his seminal research on personal engagement, Kahn (1990) discovered that open 
environments encourage and allow for greater levels of engagement, whereby employees are 
more willing to give all of themselves to their work role. Kahn (1990) describes an open 
environment as a place where information is shared easily among employees and where 
meaningful communicative interactions occur regularly and without fear. Barker and 
Camarata (1998) believe open environments can only occur if free-flowing communication 
and reciprocated trust are integrated into the work environment. As one participant of Kahn’s 
(1990, p. 708) research stated “you put energy where it will be appreciated”. This implies that 
if employees aren’t receiving significant and meaningful communication from their 
organisation, they are unlikely to put extra energy and effort into their role.  
More recently, Iyer and Israel (2012) found a direct positive relationship between 
organisation communication satisfaction and employee engagement. While there are no 
specific studies investigating the influence of internal communication on employee 
engagement, organisation communication satisfaction is suggested to have a positive impact 
on employee engagement (Iyer & Israel, 2012). One aspect of this organisation 
communication is inter-organisational communication (Downs & Hazen, 1977) which 
parallels the current conceptualisation of internal communication. Building on this, the 
present study focuses on internal communication at the organisational and supervisory level.   
Finally, Ruck and Welch (2012) posit that when an organisations and supervisors 
communicate with their employees on a daily basis, they facilitate a relational exchange 
process.  Therefore, the relationship between internal communication and employee 
engagement is believed to operate through social exchange factors, whereby employee’s feel 
obligated to return the favourable benefits they receive (Saks, 2006). This is commonly 
referred to as the act of reciprocity (Cropanzano & Mitchell, 2005). Duck (1994) supports 
this view and adds that internal communication is in fact a fundamental element of all 
exchange relationships. Furthermore, Rich et al. (2010) posit that if communication within an 
organisation is truthful, respectful, polite, and dignified, it is likely to play an important role 
in developing optimum levels of employee engagement. On these grounds, the following 
hypotheses have been developed and are illustrated in Figure 8 and Figure 9.  
 
Hypothesis 1:   Internal organisational communication has a direct positive effect on 
              employee engagement. 
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Figure 8. Hypothesis 2 
 
Hypothesis 2: Internal supervisor communication has a direct positive effect on 
employee engagement. 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 9. Hypothesis 2 
 
 
 
2.7 MEDIATORS OF THE INTERNAL COMMUNICATION AND EMPLOYEE 
ENGAGEMENT RELATIONSHIP   
This study focuses on both the direct and indirect relationships between internal 
communication and employee engagement at the organisation-employee and supervisor-
employee level (Jaccard & Jacoby, 2010). Alternative explanations for the association 
between internal communication and employee engagement may be understood through the 
role of mediating variables. According to Baron and Kenny (1986, p. 1176) “a given variable 
may be said to function as a mediator to the extent that it accounts for the relation between 
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the predictor and the criterion”.  Several factors have been suggested to mediate the 
relationship between internal communication and favourable organisational outcomes, such 
as motivation (Bambacas & Patrickson, 2008), communication satisfaction (Carriere & 
Bourque, 2009), commitment, and brand identification (Punjaisri et al., 2007). However, 
there are numerous unexplored mediating variables which may provide an explanation for 
association between internal communication and favourable outcomes within the work 
environment (Welch & Jackson, 2007). Research has not sufficiently considered the role of 
social factors to help explain the association between internal communication and employee 
engagement. As discussed to in Section 2.3, this research is founded in workplace 
relationships, with a key premise of social exchange (Sluss et al., 2008). As such, two social 
factors will be investigated as potential mediators.  
The first social factor to be investigated is perceived support (Hutchison et al., 1986). 
The benefits of perceived support are best understood through social exchange theory and the 
principals of reciprocity (Hutchison et al., 1986). In this way, perceived support has been 
conceptualised as the quality of the exchange relationship taking place between two 
individuals within a workplace, namely the organisation or supervisors, and employees 
(DeConinck, 2010). As a result, perceived support has been suggested to increase an 
employee’s desire to positively reciprocate the benefits they receive (Rhoades & Eisenberger, 
2002). Therefore, based on social exchange theory, perceived support provides an appropriate 
explanation for the relationship between internal communication and employee engagement. 
However, according to Sluss et al. (2008) research on social exchange relationships has not 
considered identification; another important factor of organisational life which is underpinned 
by social identity theory (Tajfel, 1978). Therefore, the second social factor to be investigated 
is identification, which is conceptualised as the value and pride an employee associates with 
workplace relationships (He & Brown, 2013). As a result, identification has been positively 
associated with decreased turnover intention, increased job satisfaction and productivity, and 
organisational citizenship behaviour (Ashforth et al., 2008). In sum, principals of social 
exchange and social identity influence an employee’s organisational experience and have the 
ability to influence employees’ perceptions of the quality and value of workplace 
relationships (Sluss et al., 2008). Therefore, both perceived support and identification will be 
considered within this research as potential mediators, thus providing an explanation for the 
indirect association between internal communication from the organisation and supervisor, 
and employee engagement.  
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2.7.1 Organisational and Supervisor Support  
This study examines the role of perceived support, from the organisation and the direct 
supervisor, which influences the relationship between internal communication and employee 
engagement.  Analysing perceived organisational support and perceived supervisor support 
provides more meaningful insights into how internal communication influences employee 
engagement at both the organisation-employee and supervisor-employee level.   
Perceived Organisational Support  
This study focuses on perceived organisational support from an organisational support 
theory perspective (Hutchison et al., 1986). Organisational support theory provides the 
relevant theoretical framework for studying the plausibility of an indirect association between 
internal communication and employee engagement. The basic tenets of organisational 
support theory and perceived organisational support, and the implications for social exchange 
relationships, are discussed in the following sections.  
Perceived organisational support is commonly referred to as an employee’s belief that 
their organisation values their efforts and cares about their well-being (Eder & Eisenberger, 
2008). This definition suggests that perceived organisational support is “encouraged by 
employees’ tendency to assign the organisation humanlike characteristics” (Rhoades & 
Eisenberger, 2002, p, 698). Thus, employees will consider their relationship with the 
organisation to be representative of a relationship between themselves and another more 
influential individual (Sluss, et al. 2008). Organisational support theory (Hutchison et al., 
1986) implies that an organisation’s willingness to reward increased work effort and to meet 
socio-emotional needs is determined by an employees’ ability to develop strong beliefs 
concerning the extent to which the organisation values their contributions and shows a 
genuine interest in their welfare (Hutchison et al., 1986).  
On-going and mutually beneficial social exchange relationships are more likely to 
occur when individuals, namely employees, receive favourable job conditions, extra rewards, 
and fewer costs from their respective employer (Blau, 1964).  In other words, perceived 
organisational support is a mechanism for creating social exchange on the basis of social and 
economic reciprocity (Blau, 1964). Reciprocity occurs when employees trade effort and 
dedication with their organisation for tangible incentives such as pay and fringe benefits, as 
well as socio-emotional benefits such as esteem, approval, and caring (Cropanzano & 
Mitchell, 2005). When an organisation provides employees with socio-emotional resources 
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and genuine support, the employee will reciprocate this action with favourable outcomes such 
as increased performance, positive work attitudes, and effort (Cropanzano & Mitchell, 2005). 
However, perceived organisational support goes beyond acts of reciprocity and social 
exchange. Cropanzano & Mitchell (2005) conceptualise the concept as the quality or value of 
the exchange relationship which takes place between the organisation and the employee. 
Perceived organisational support, as suggested by (Rhoades & Eisenberger, 2002), manifests 
when an employee believes the organisation will provide the necessary, and even additional, 
resources when they are required to successfully perform their role efficiently and effectively. 
Therefore, perceived organisational support will be considered as an underlying mechanism 
by which internal organisational communication influences employee engagement. On these 
grounds, the following hypotheses have been developed and are illustrated in Figure 10.     
 
Hypothesis 3:  Perceived organisational support has a mediating effect on the 
relationship between internal organisational communication and 
employee engagement. 
 
Hypothesis 3a:  Internal organisational communication has a direct positive effect on 
perceived organisational support.  
Hypothesis 3b:  Perceived organisational support has a direct positive effect on 
employee engagement.   
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 10. Hypothesis 3, 3a, and 3b. 
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Perceived Supervisor Support 
While there is extensive research on the influence of perceived organisational support 
within the workplace context (see for example, Eder & Eisenberger, 2008; Hutchison et al., 
1986; Rhoades & Eisenberger, 2002; Sluss et al., 2008), perceived supervisor support has 
also been shown to have a significant influence on favourable organisation- level and 
individual- level outcomes (DeConinck & Johnson, 2009; Eisenberger, Stinglhamber, 
Vandenberghe, Sucharski & Rhoades, 2002). Perceived supervisor support is underpinned by 
organisational support theory and commonly defined as “the extent to which the supervisor 
values the employee’s contributions” (DeConinck & Johnson, 2009, p. 334). According to 
Shanock and Eisenberger (2006) employees consider the support they receive from their 
supervisor as an indication of the organisation’s positive or negative orientation toward them.  
Although perceived organisational support and perceived supervisor support are highly 
interrelated (Rhoades & Eisenberger, 2002), research indicates they are distinct constructs 
(DeConinck & Johnson, 2009).  
Perceived supervisor support shares similarities with the concept of leader-member 
exchange which has also been conceptualised in social exchange terms, whereby an exchange 
relationship occurs between an employee and their immediate supervisor (DeConinck & 
Johnson, 2009). Perceived supervisor support has been chosen over leader-member exchange 
as a possible mediator within this study for two reasons. First, the main focus of this research 
is the social exchange relationships between an organisation and an employee as well as 
between supervisors and employees. As such, there is no organisation- level equivalent of 
leader-member exchange within the literature. Second, there is limited research on perceived 
supervisor support within a social exchange context, giving reason to examine the concept 
within the corporate communication and public relations domains. Therefore, perceived 
supervisor support will be considered as an underlying mechanism by which internal 
supervisor communication influences employee engagement.  On these grounds, the 
following hypotheses have been developed and are illustrated in Figure 11.  
 
Hypothesis 4:  Perceived supervisor support has a mediating effect on the relationship 
between internal supervisor communication and employee 
engagement. 
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Hypothesis 4a:  Internal supervisor communication has a direct positive effect on 
perceived supervisor support.  
Hypothesis 4b:  Perceived supervisor support has a direct positive effect on employee 
engagement.   
 
 
 
 
 
 
 
 
 
 
Figure 11. Hypothesis 4, 4a, and 4b.  
 
2.7.2 Organisational and Supervisor Identification 
This study examines the role of identification, with the organisation and the direct 
supervisor, which influences the relationship between internal communication and employee 
engagement.  Analysing organisational identification and supervisor identification provides 
more meaningful insights into how internal communication influences employee engagement 
at both the organisation-employee and supervisor-employee level.   
This study contributes to existing literature by adding social identity to the theoretical 
model and examining identification as a potential mediator of the relationship between 
internal communication and employee engagement.  
Organisational Identification  
This study focuses on organisational identification from a social identity theory 
perspective (Ashforth & Mael, 1989). This perspective provides the relevant theoretical 
framework for studying the plausibility of an alternate explanation between internal 
communication and engagement.  
According to Melewar and McCann (2004), perceptions of an organisation can be 
directly and indirectly determined by all employees. For example, Cheney’s (1983) study of 
H4b H4a 
 
 
 
Internal 
supervisor 
communication 
Frequency 
Mode 
Content  
Direction 
Quality 
 
 
 
 
 
Employee 
engagement 
Vigour  
Dedication 
Absorption  
 
 
 
Perceived 
supervisor 
support 
H4 
 
 
60 
organisational identification forms a rhetorical perspective, whereby the employee refers to 
his or her organisation using the term “we”, rather than “they”. Social identity is defined as 
“knowledge of his membership of a social group (or groups) together with the value and 
emotional significance attached to that membership” (Tajfel, 1978, p. 63). Social identity 
theory has been used to explore relationships within the context of organisation-employee 
relationships in order to gain an informed perspective on the perceived oneness between the 
individual and the organisation (see for example Ashforth & Mael, 1989; Dutton, Dukerich, 
& Harquail, 1994). Organisational identification occurs when employees feel as though they 
belong to an organisation, whereby they identify themselves in terms of their social and 
group membership (Tajfel, 1978). Employees who identify themselves with the organisation 
view the success or failures of the organisation as their own (Ashforth  Mael, 1989).  When 
employees take pride in their group membership, they are likely to generate favourable 
individual- level and organisation-level outcomes including: organisational citizenship 
behaviour, employee satisfaction, decreased turnover, performance, and commitment 
(Riketta, 2005).  
In addition, organisational identification has a cognitive and affective component which 
influences an employee’s sense of pride and belonging to an organisation (Smidts et al., 
2001; Tajfel & Turner, 1985). According to Tajfel and Turner (1985) the affective emphasis 
of organisational identification plays the more important role in achieving positive social 
identity. Studies suggest that internal communication is able to influence the way employees 
identify with their organisation (Barge & Schlueter, 1988; Cheney, 1983; Miller, Allen, 
Casey, & Johnson, 2000; Smidts et al., 2001). Smidts et al. (2001 suggest that communication 
is an integral component of organisational identification. They make this suggestion on the 
basis that an employee’s perception of organisational identification can be influenced by 
messages they receive from the organisation. These messages are likely to link their values 
and goals to those of the organisation (Barge & Schlueter, 1988; Miller et al,. 2000). Cheney 
(1983) also emphasises the role of reliable and adequate communication, as opposed to 
individual organisational attributes (for example, pay and work conditions), as a reason why 
employees accept organisational goals, values, and objectives as their own. It is through good 
quality communication from the organisation in which an employee socially constructs an 
organisational identity (Smidts et al., 2001). Cornelissen (2011) share this view and believes 
internal communication is designed to promote organisation identification and strengthen an 
employee’s sense of pride and belonging. Therefore, organisational identification will be 
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considered as an underlying mechanism by which internal organisational communication 
influences employee engagement.  On these grounds, the following hypotheses have been 
developed and are illustrated in Figure 12. 
 
Hypothesis 5:  Organisational identification has a mediating effect on the relationship 
between internal organisational communication and employee 
engagement. 
 
Hypothesis 5a:  Internal organisational communication has a direct positive effect on 
organisational identification.  
Hypothesis 5b:  Organisational identification has a direct positive effect on employee 
engagement.   
 
 
 
 
 
 
 
 
 
Figure 12. Hypothesis 5, 5a, and 5b. 
 
Supervisor Identification  
Identification facilitates interpersonal relationships among an organisation and its 
members, namely employees (Becker, Billings, Eveleth, & Gilbert, 1996). As Ashforth and 
Mael (1989) posit, employees who confidently identify with their organisation exhibit a 
supportive attitude and are more likely to align with the organisation’s overall goals and 
objectives. To date, research on identification has rather neglected an employee’s ability to 
identify with their direct supervisor, and the implications this may have for the supervisor-
employee relationship and of course, employee engagement. Becker et al. (1996) considered 
supervisor-related identification and organisation-related identification within their research 
on employee commitment. Their research found that employees from different organisations 
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distinguish between their identification with the organisation and with their direct supervisor. 
Therefore, supervisor identification will be considered as an underlying mechanism by which 
internal supervisor communication influences employee engagement.  On these grounds, the 
following hypotheses have been developed and are illustrated in Figure 13. 
 
Hypothesis 6:  Supervisor identification has a mediating effect on the relationship 
between internal supervisor communication and employee 
engagement. 
 
Hypothesis 6a:  Internal supervisor communication has a direct positive effect on 
supervisor identification.  
Hypothesis 6b:  Supervisor identification has a direct positive effect on employee 
engagement. 
 
 
 
 
 
 
 
 
Figure 13. Hypothesis 6, 6a, and 6b. 
 
2.8 CONCLUSION  
This chapter has presented a review of the literature on social exchange theory, internal 
communication, employee engagement, perceived organisational and supervisor support, and 
organisation and supervisor identification. Through conducting this review, and highlighting 
previous studies relevant to this research, gaps were identified. Following this, hypotheses 
were developed to address these gaps. The next chapter will outline the methodology used to 
test the hypotheses.        
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Chapter 3: Methodology  
3.1 CHAPTER OVERVIEW  
The previous chapter provided conceptual foundations for the examination of the 
association between internal communication and employee engagement. It also reviewed 
existing conceptual and empirical work regarding these constructs and identified the research 
hypotheses to be tested. This chapter begins by outlining the chosen theoretical perspective 
and the overall research design utilised in this thesis to address the research questions 
presented in Chapter One. Following this, the methods of data collection and analysis are 
discussed. Finally, ethical considerations are outlined.   
 
3.2 PHILOSOPHICAL PERSPECTIVE  
The purpose of this research is twofold. First, the research aims to investigate internal 
communication from the organisation and supervisor and employee engagement. Second, the 
research aims to investigate whether social factors mediate the association between internal 
communication, and employee engagement. The new theoretical model used to investigate 
the relationship between internal communication and employee engagement incorporates 
principals of social exchange theory and social identity theory. As such, this model aligns 
with a post-positivist view in that new theoretical underpinnings are added to an existing 
model. This view posits that even though a single reality exists, it will never be fully 
understood or absolute in nature (Lincoln, Lynham & Guba, 2011). Therefore, research 
which extends existing knowledge is necessary in social science research if an absolute truth 
is sought (Lincoln, et al., 2011). 
This research is underpinned and guided by the post-positivism paradigm (Lincoln & 
Guba, 2003; Sobh & Perry, 2006).  The terms post-positivism and critical realism are used 
interchangeably by scholars, but infer the same meaning (Healy & Perry, 2000). This study 
uses the term post-positivism throughout the thesis. Post-positivism assumes reality is real 
but only imperfectly and probabilistically true (Healy & Perry, 2000).  This imperfect 
understanding of knowledge reinforces a modified objectivist epistemology, whereby 
although a true reality can never be attained, approximates of such reality can be made in 
order to reach further understanding (Healy & Perry, 2000; Lincoln, et al., 2011).  
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In line with the post-positivism paradigm, this quantitative research tests a set of 
hypotheses and collects data using a survey method (Healy & Perry, 2000). Lincoln & Guba 
(2003) argue that positivism and post-positivism share many similarities. Fleetwood (2005) 
presents four categories of reality which can be studied via quantitative methods: material, 
ideal, artefactual, and social. This study considers internal communication, employee 
engagement, perceived support, and identification; all of which are classified as a social 
reality. This assumption is based on the constructs’ dependency on human activity and their 
intangible nature (Fleetwood, 2005).  
Methodological fit is defined by Edmondson and McManus (2007, p. 1155) as the 
“internal consistency among elements of a research project, including the research question, 
literature review, research design, and theoretical contributions”. Methodological fit focuses 
on how theory shapes the elements of a research project, and where theory is placed along a 
continuum from mature to nascent (Edmondson & McManus, 2007). This research aligns 
with the idea of mature theory (Blaikie, 2000), whereby research questions are focused, data 
are quantitative, survey methods are utilised, constructs and measures already exist, formal 
hypothesis testing occurs, and a supported theory is used (Edmondson & McManus, 2007).  
 
3.3 RATIONALE FOR QUANTITATIVE RESEARCH METHOD  
To respond to the research questions, this study takes a quantitative approach (Cavana, 
Delahaye, & Skaran, 2001). The research aims to seek provable truth that something real 
exists which can be studied independently of the researcher (Robson, 2011). This study also 
aims to test hypothesised relationships among variables of interest in order to make 
predictions.  Following a deductive approach, this research aims to provide an explanation for 
the association between internal communication and employee engagmenet (Blaikie, 2000). 
Such an approach requires an understanding of the phenomena being investigated and is most 
suitable in situations where theory exists (Hinkin, 1998). Theory takes the form of the 
deductive argument and is tested to see whether what it proposes matches the data collected 
(Blaikie, 2000).  
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3.4 RATIONALE FOR SURVEY RESEARCH METHOD  
The primary data collection method used in this study is an online survey mostly 
consisting of pre-validated measures. The data collected from the survey will be analysed 
using factor analysis and regression. Survey research is one of the most commonly used 
methods for collecting primary data because it is cost effective and efficient when a large 
sample is required (Zikmund, 2007). Cost effectiveness and timeliness are important factors 
due to the limited financial resources and time constraints associated with this study. A 
modified objectivist epistemology is followed within this research. This view involves 
minimal interaction between the researcher and research participants (Lincoln, et al., 2011). 
As such, a self-administered survey is the most appropriate method as it is conducted 
independently of the researcher (Zikmund, 2007).   
Survey research is conducted as part of non-experimental fixed designs and can be used 
for either descriptive, explanatory, or emancipatory purposes (Robson, 2011). This study is 
explanatory in nature, whereby the aim is to explain the patterns related to the phenomena in 
question and to identify plausible relationships shaping the phenomena (Marshall & 
Rossman, 2006; Robson, 2011).  Survey research is also suitable when measuring answers to 
research questions concerning the attitudes, beliefs, and behaviours of a large number of 
research participants (Babbie, 2007). Survey research allows researchers to test causal 
relationships among variables of interest with non-experimental data whilst ensuring external 
validity (Judd, Smith, & Kidder, 1991). This study aims to test the direct and indirect 
relationships between internal communication and employee engagement. Therefore, an 
experimental method is not feasible for this study because the independent variable (i.e. 
internal communication) takes time to develop and is difficult to manipulate (Creswell, 
2009).  
Self-administered surveys can be distributed via regular mail, email, fax, and the 
internet (Robson, 2011) and have considerable advantages over mail and fax surveys (Best & 
Krueger, 2004; Malhotra, Hall, Shaw, & Oppenheim, 2006). An online self-administered 
survey was chosen as the most suitable data collection method based on the following key 
advantages. First, it allows several survey design formats. Second, it allows for various 
sequencing options. Third, an online survey allows for the transmission and receipt of 
information faster and with less expense than any other mode of collection. Finally, sending 
the link to the online survey via email allows respondents to complete the questionnaire at a 
time most convenient to them (Best & Krueger, 2004). This is an important consideration for 
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the design of this study because participants are time-poor and active employees who work 
for large organisations (i.e. 50 employees and over).  
 
3.5 SAMPLING   
This study followed Zikmund’s (2011) sampling approach for a quantitative study 
which allows for results to be generalised to the population. According to Zikmund (2011) 
there are various steps involved in the sampling process. First, the target population is defined 
and a sample frame is chosen. Second, the researcher must decide between a probability and 
non-probability sampling method. Third, the sample size is determined and the final sample 
units are chosen.  These three steps are discussed in further detail below.    
3.5.1 Target Population  
It is essential to define the target population before selecting a sample frame (Zikmund, 
2003). The target population is commonly defined as the specific group of people in which 
the researcher aims to investigate (Cavana et al., 2001). The target population for this study is 
the non-executive working population of Australia. Participants holding an executive 
management (Owner, Partner, CEO) or senior management (Executive, General Manager) 
position within their organisation were excluded from the target population as they are 
generally the source or provider of communication, rather than the receivers. This was 
important to the research as participants needed to receive communication from the 
organisation (i.e. CEO or executive team) and their direct supervisor. 
3.5.2 Sampling Frame 
A sampling frame is commonly referred to as the list of representative individuals 
within a target population from which the sample may be drawn (Zikmund, 2003). The 
sampling frame utilised for this study includes Australian males and females aged 18 – 65+ 
who are currently employed on either a full-time or part-time basis with an organisation 
employing over 50 staff. Therefore, hierarchical management levels exist within the 
participants’ organisation. This was important to the research enquiry which is about 
understanding the influence of internal communication, from the organisation and supervisor, 
on employee engagement. The sample frame was applied to panel members from an 
independent market research company, My Opinions. The sample frame from My Opinions 
provided direct access to the demographic group identified as the target population.         
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3.5.3 Sampling Technique and Methods  
A sample is selected using a range of different methods. The two most common 
methods include probability and non-probability sampling techniques (Robson, 2011).  A 
non-probability sampling technique has been selected as the most appropriate technique for 
this research. This technique ensures that certain individuals have a greater chance of being 
chosen over others within the population (Zikmund, 2003). A non-probability technique 
relies on human judgement and convenience opposed to a random mathematical process 
(Neuman, 2011). This study employed both judgement and convenience sampling methods to 
obtain a sufficient sample for data analysis (Robson, 2011).   
Convenience sampling is a form of non-probability sampling which was used to select 
the original sample for this study. This technique involves selecting participants from a 
population who are readily available, easily accessible, and convenient (Zikmund, 2011). 
Convenience sampling is both time and cost efficient (Neuman, 2011). As mentioned in 
Section 3.4, this study had financial and time constraints which made convenience sampling 
an appropriate technique to utilise (Zikmund, 2011). Two hundred panel members from My 
Opinions were easily accessed via an email containing the link to the survey. The pre-existing 
relationship between Queensland University of Technology (QUT) and My Opinions allowed 
for timely access to the participants, as well as a timely response.     
After the initial convenience sample was selected, judgement sampling was employed. 
Judgement sampling is another form of non-probability sampling which allows researchers to 
choose a sample based upon personal judgement (Zikmund, 2011). Key features of the target 
population including geographic, psychographic, demographic, and behavioural 
characteristics were used to determine the most suitable sample for this study (Neuman, 
2011). The key determinants for this study included participants’ organisation size, work 
status, and position. Individuals who 1) worked for an organisation with over 50 employees, 
2) worked on either a full-time or part-time basis, and 3) held a non-executive or senior 
management position, were appropriate for this research.         
3.5.4 Sample Size  
Sample size plays an important role in determining the statistical power of a study’s 
results. Hair, Black, Babin, Anderson and Tatham (2010, p. 102) posit that a researcher 
would not conduct factor analysis on a sample of fewer than 50 responses, and ideally the 
sample should be 100 or more. Furthermore, a study requires a minimum of five times as 
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many responses as the number of variables to be analysed, and ideally the sample size would 
have a ten to one ratio (Hair et al., 2010). Based on Hair et al.’s (2010) assumption, and the 
funding restrictions associated with this research, it was determined that a sample of 200 
responses was statistically sound and within budget constraints.    
 
3.6 MEASURES  
The development of well-constructed measures is crucial to the data collection process 
for all research (Hair et at., 2010). When measures are developed with high levels of 
reliability and validity, data interpretation is less complicated and more accurate (Robson, 
2011). The constructs being measured with this study are internal communication from the 
organisation and direct supervisor, employee engagement, perceived support from the 
organisation and direct supervisor, and identification with the organisation and direct 
supervisor. To keep development errors to a minimum, items from previously developed and 
tested scales, with established reliability and validity, were used within this study. Some of 
the items were slightly adapted to better suit the context of the study. The demographic and 
construct measures utilised within this study are discussed in the following sections. 
3.6.1 Demographic Measures   
Participants were required to fill in a series of ‘about you’ and ‘about your 
job/organisation’ questions within the survey. The purpose of these questions was to gather 
demographic information about the participants, the nature of their employment, and their 
current workplace. First, three qualifying or screen-out questions were asked to identify the 
participants’ eligibility to partake in the research. If participants did not qualify they were 
redirect to an automatic page notifying them of their ineligibility. The qualifying questions 
are presented in Table 5. Second, if participants qualified, they moved to the second stage of 
demographic questions which are presented in Table 6.   
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Table 5. Qualifying Questions  
 Qualifying Question Answer 
1 How many employees are there in 
the organisation your currently 
work for? 
Less than 50 – thank you for your time, 
unfortunately you do not qualify.   
2 What is your current work status? Casual / Temp / Other - thank you for your time, 
unfortunately you do not qualify.   
3 Which classification best 
describes your position in your 
organisation? 
1. Executive Management (Owner, Partner, President, 
Chairman, etc) - thank you for your time, 
unfortunately you do not qualify.   
Senior Management (Executive VP, Senior VP, VP, 
General Manager) - thank you for your time, 
unfortunately you do not qualify.    
 
Table 6. Demographic Questions    
 Question 
1 What is your gender? 
2 What is your age? 
3 How long have you been working for your current organisation?  
4 What is the highest level of education you have attained to date?  
5 Which of the following best describes the industry you work in? 
 
3.6.2 Construct Measures  
Measure: Internal Communication  
There are two levels of internal communication investigated within this study: internal 
organisational communication and internal supervisor communication. Both levels of internal 
communication are measured using five main dimensions and six sub dimensions: 
communication frequency, communication mode (formal and informal), communication 
content (directive and in-directive), communication direction (bidirectional and 
unidirectional), and communication quality (see Table 7 and Table 8). The items for each 
dimension were initially developed by Johlke and Dunhan (2000, 2001) and Maltz (2000). 
The wording of various items was adapted to better suit the context in which they were 
applied. 
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Table 7. Items for Internal Organisational Communication  
Dimension  Items 
Communication 
frequency  
1 The executive team communicates with me frequently 
2 I often discuss work-related matters with the executive team 
3 The executive team regularly discusses organisational issues with me  
Formal mode  
 
1 I receive a lot of information from the executive team through written 
sources (i.e. reports, newsletters) 
2 I receive most of my information through formal meetings with the 
executive team 
3 Most of the communication I have with the executive team is pre-planned 
Informal mode  1 I receive a lot of information from the executive team through informal 
sources (e.g. the grapevine, text messages, hand written notes) 
2 I receive most of my information from the executive team through casual 
conversations (e.g. hall talk) 
3 Most of the communication I have with the executive team is spontaneous 
Directive content  1 The executive team tells me exactly how to do my job 
2 The executive team tells me what to do without explanation 
3 The executive team are very specific about the actions I should take in my 
role 
In-directive content 1 The executive team and I discuss the best actions for me to take in my role  
2 The executive team tells me how my job tasks fit into the overall aim of 
the organisation 
3 Discussions with the executive team go beyond mere direction about how 
to do my job  
Unidirectional flow  1 At work, I am not encouraged to share information and ideas with the 
executive team 
2 At work, communication only flows one-way (e.g. from the executive 
team to me) 
3 At work, when the executive team shares information they do not 
encourage me to respond with feedback 
Bidirectional flow  1 At work, I exchange ideas and information with the executive team freely 
and easily 
2 At work, communication flows two-way (e.g. from the executive team to 
me, and from me to the executive team) 
3 At work, open lines of communication between me and the executive 
team are encouraged 
Communication 
quality  
1 Communication from the executive team is timely 
2 Communication from the executive team is accurate 
3 Communication from the executive team is adequate 
4 Communication from the executive team is complete 
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Table 8. Items for Internal Supervisor Communication  
Dimension  Items 
Communication 
frequency 
1 My direct supervisor and I communicate frequently 
2 I often discuss role-related matters with my direct supervisor 
3 My direct supervisor and I regularly discuss my day-to-day activities and goals 
Formal mode  1 I receive a lot of information from my direct supervisor through written 
sources (e.g. reports, newsletters) 
2 I receive most of my information through formal meetings with my direct 
supervisor 
3 Most of the communication I have with my direct supervisor is pre-planned  
Informal mode  1 I receive a lot of information from my direct supervisor through informal 
sources (e.g. the grapevine, text messages, hand written notes) 
2 I receive most of my information from my direct supervisor through casual 
conversations (e.g. hall talk) 
3 Most of the communication I have with my direct supervisor is spontaneous 
Directive content  1 My direct supervisor prefers to tell me exactly how to do my job 
2 My direct supervisor tells me what to do without explanation  
3 My direct supervisor is very specific about the actions I should take in my role 
In-directive content  1 My direct supervisor and I talk about the best actions for me to take in my role 
2 My direct supervisor tells me how my job tasks fit into the overall aim of the 
organisation  
3 Discussions with my direct supervisor go beyond mere direction about how to 
do my job 
Unidirectional flow  1 At work, I am not encouraged to share information and ideas with my direct 
supervisor 
2 At work, communication only flows one-way (e.g. from my direct supervisor 
to me) 
3 At work, when my direct supervisor shares information they do not encourage 
me to respond with feedback 
Bidirectional flow  1 At work, I exchange ideas and information with my direct supervisor freely 
and easily 
2 At work, communication flows two-way (e.g. from my direct supervisor to me, 
and from me to my direct supervisor) 
3 At work, an open line of communication between me and my direct supervisor 
is encouraged 
Communication 
quality  
1 Communication from my direct supervisor is timely 
2 Communication from my direct supervisor is accurate 
3 Communication from my direct supervisor is adequate 
4 Communication from my direct supervisor is complete 
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Measure: Perceived Support  
There are two main sources an employee receives support from a) their organisation, 
and b) their direct supervisor. Perceived organisational support and perceived supervisor 
support were measured using previously validated scales from the organisational behaviour 
literature (see DeConinck & Johnson, 2009; Hutchison et al., 1986; Shanock & Eisenberger, 
2006).  This research incorporates the approach used by several other researchers (see for 
example DeConinck & Johnson, 2009; Rhoades, Eisenberger, & Armeli, 2001; Rhoades & 
Eisenberger, 2002) whereby the word organisation is replaced with supervisor, and vice versa 
(see Table 9 and Table 10).       
 
Table 9. Items for Perceived Organisational Support  
 Items 
1 My organisation really cares about my well-being 
2 My organisation strongly considers my goals and values 
3 My organisation shows a great deal of concern for me 
4 My organisation cares about my opinions 
5 My organisation is willing to help me when I need a special favour 
6 Help is available from my organisation when I have a problem 
7 My organisation would forgive an honest mistake on my part 
8 My organisation would not take advantage of me 
 
Table 10. Items for Perceived Supervisor Support   
 Items 
1 My direct supervisor really cares about my well-being 
2 My direct supervisor strongly considers my goals and values 
3 My direct supervisor shows a great deal of concern for me 
4 My direct supervisor cares about my opinions 
5 My direct supervisor is willing to help me when I need a special favour 
6 Help is available from my direct supervisor when I have a problem 
7 My direct supervisor would forgive an honest mistake on my part 
8 My direct supervisor would not take advantage of me 
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Measure: Identification  
Organisational identification is a widely applied and measured construct within the 
organisation behaviour and communication literature and is used to gain informed 
perspectives on the perception of oneness between an individual and their organisation 
(Ashforth & Mael, 1989). Organisational identification was measured in this study using a 
previously validated scale consisting of 12 items (see Miller et al., 2000). 
 Supervisor identification, although not an established and widely applied construct, has 
been used to measure employee commitment and job satisfaction (see Becker 1992; Becker et 
al., 1996). Becker (1992) suggests that employees can identify with their organisation and 
with their direct supervisor, which highlights the need to investigate both organisational and 
supervisor identification as potential influences of the association between internal 
communication and employee engagement. Supervisor identification was measured using an 
existing nine-item scale developed by Becker (1992) which includes two dimensions: 
identification and internalisation (see Table 11 and Table 12).  
 
Table 11. Items for Organisational Identification  
 Items 
1 I am proud to be an employee of my organisation 
2 My organisation’s image in the community represents me well 
3 I am glad I chose to work for my organisation rather than another company 
4 I talk up my organisation to my friends as a great company to work for 
5 I have warm feelings toward my organisation as a place to work 
6 I would be willing to spend the rest of my career with my current organisation 
7 I feel that my organisation cares about me 
8 The track record of my organisation is an example of what dedicated people can achieve 
9 I find my values and the values of my organisation are very similar 
10 I would describe my organisation as a large “family” in which most members feel a 
sense of belonging 
11 I find it easy to identify with my organisation 
12 I really care about the fate of my organisation 
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Table 12. Items for Supervisor Identification 
Dimension  Items 
Identification  
 
1 When someone criticises my direct supervisor, it feels like a personal 
insult 
2 When I talk about my direct supervisor, I usually say ‘we’ rather than 
‘they’ 
3 My direct supervisor’s successes are my successes 
 4 When someone praises my direct supervisor, it feels like a personal 
compliment 
 5 I feel a sense of ‘ownership’ for my direct supervisor 
Internalisation  
 
1 If the values of my direct supervisor were different, I would not be as 
attached to my direct supervisor  
2 My attachment to my direct supervisor is primarily based on the 
similarity of my values 
3 Since starting this job, my personal values and those of my direct 
supervisor have become more similar 
 4 The reason I prefer my direct supervisor to others is because of what he 
or she stands for 
 
 
Measure: Employee Engagement  
Employee engagement was measured using the Utrecht Work Engagement Scale 
(UWES) which includes three dimensions: vigour, dedication, and absorption. This nine-item 
scale has been validated among Spanish (Schaufeli, et al., 2002), Finnish (Hakanen, Bakker, 
& Schaufeli, 2006), and Dutch employees (Schaufeli & Bakker, 2004). All investigations 
used confirmatory factor analysis which revealed that the hypothesised three-factor structure 
is superior to that of any other alternative factor structure (Bakker, Hakanen, Demerouti, & 
Xanthopoulou, 2007). In addition, the internal consistencies of the three dimensions proved 
to be sufficient in each study (see Table 13). 
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Table 13. Items for Employee Engagement   
Dimension  Items 
Vigour  
 
1 At my work, I feel I have lots energy 
2 At my job, I feel strong and vigorous 
3 When I get up in the morning, I feel like going to work 
Dedication  
 
1 My job inspires me 
2 I am enthusiastic about my job 
3 I am proud of the work that I do at my organisation 
Absorption  
 
1 I feel happy when I am working intensely 
2 I am immersed in my work during work hours 
3 I get carried away when I am working 
 
 
3.7 SURVEY DESIGN  
A survey comprising of five sections was utilised and followed a temporal sequence. 
The survey totalled 104 questions; eight demographic questions and 96 scaled items (Refer 
section 3.6 Measures). Section A of the survey comprised of eight demographic questions. 
The first three demographic questions were considered screen out questions to ensure 
participants were within the sample frame. The following five demographic questions 
recorded the participants’ gender, age, tenure, education level, and industry. Section B 
focused on the organisation-employee relationship. This section measured internal 
organisation communication (i.e. communication from the CEO and/or executive team), 
perceived organisation support, and organisational identification. Items within this section 
were randomised to control for any undesired order effects (Lavrakas, 2008).  Section C 
focused on the supervisor-employee relationship. This section measured internal supervisor 
communication (i.e. communication from the direct supervisor), perceived supervisor 
support, and supervisor identification. Items within this section were also randomised. 
Employee engagement was then measured in Section D.  
Adopting the guidelines outlined by Zikmund (2011), each section within the 
questionnaire followed a chronological sequence, whereby the measurement of each social 
relationship is grouped together. This chronological order was utilised to assist participants 
with keeping their responses in a causal hierarchy. The survey was also user friendly, 
whereby participant information was made available at the beginning of the questionnaire, 
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basic introductions and question prompts are incorporated into each section, and the 
questionnaire is accessible online. Confidentiality was assured, whereby no participants were 
required to provide their name during the completion of the questionnaire. Participants were 
required to provide their My Opinions’ ID number which was collected in a separate survey.      
All questions were answered by a simple click-on-button response option and were 
measured on a seven-point Likert-scale.  Participants were asked to rate their agreement with 
questions presented from ‘1 = strongly disagree’ to ‘7 = strongly agree’. A seven point scale 
is the maximum reliability for a Likert-scale (Hair et al., 2010). Likert-scales are widely 
preferred in social science research as they gain more statistically significant results (Cooper 
& Schindler, 2008; Hair et al., 2010).  
3.7.1 Self-selection and Non-response Bias    
Errors occurring within survey research can reduce the reliability and validity of the 
data collected. Two of the most common errors include self-selection bias and non-response 
bias (Zikmund, 2007). Self-selection bias occurs when respondents who feel strongly about 
the subject of the study are more likely to participate than others who do not feel strongly 
about the study (Zikmund, 2007). Therefore, individuals with a strong opinion about internal 
communication within their organisation have a higher chance of participating when 
compared with those who do not. The individuals within the population who did not 
participate will reduce the generalisability of the results (Hair et al., 2010).  
Non-response bias is another form of error which occurs when there is a statistical 
difference between the initial sampling frame and the final sample of a study (Malhotra et al., 
2006). To minimise non-responses bias, a third party was used to administer the online 
survey.  
3.7.2 Common Method Bias  
One of the biggest limitations of self-report measures is common method bias, also 
known as common method variance (Zikmund, 2011). Variance can occur when the chosen 
measurement technique causes systematic or random error which can lead to misleading 
representations of the relationships between constructs (Podsakoff, MacKenzie, Lee & 
Podsakoff, 2003). The extent to which the true relationships between constructs vary is 
known as common method bias (Zikmund, 2011). Harman’s one-factor test (1976) was used 
in this study to check for common method bias (Podsakoff & Organ, 1986).  
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3.7.3 Timeline  
Three types of time dimensions are commonly used in non-experimental fixed designs 
which include cross-sectional, longitudinal, and retrospective designs (Robson, 2011). This 
study employed a cross-sectional design, whereby all measures are taken at a single point in 
time, or over a relatively short period of time (Zikmund, 2011). Cross-sectional designs are 
frequently used and considered more suitable than a longitudinal design, whereby the data are 
collected at more than one period in time or brief period (Churchill & Iacobucci, 2005). 
Longitudinal designs are difficult and complex to implement, and typically require 
considerable financial resources (Robson, 2011). As time and finances were restricted, a 
cross-sectional design was the most suitable option for this study.  
 
3.8 SURVEY PRE-TESTING   
Two stages of pre-testing were implemented to resolve any fundamental problems in 
the survey (Zikmund, 2003). Stage one, 12 participants gained through a convenience 
sampling technique completed the survey and provided feedback regarding overall design 
and the clarity of wording and instructions. Participants provided the researcher with 
feedback and insight regarding the layout of questions, wording of instructions, and the time 
taken to complete the survey. Subsequently, some design modifications were made to the 
survey before the second stage of pre-testing occurred. Stage two, a larger pilot study was 
conducted to achieve an acceptable level of reliability and validity (Zikmund, 2011). The link 
to the survey was placed on the researchers Facebook page. Within seven days a total of 54 
responses were collected from participants from a range of different organisations and 
backgrounds. A snowball sampling technique was used to encourage those who completed 
the questionnaire to forward the link on to their friends and colleagues (Robson, 2011). Given 
the unrepresentative nature of the sample, results from the pre-test were only used to test for 
content validity (Malhotra et al., 2006). 
 
3.9 ESTABLISHING RELIABILITY AND VALIDITY 
The reliability and validity of the research is addressed to minimise measurement error 
(Hair et al., 2010). A reduction in measurement error ensures that the results are a true 
representation of the observed event (Hair et al., 2010).   
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Reliability 
Reliability is defined as the “extent to which a variable, or set of variables, is consistent 
in what it is intended to measure” (Hair et al., 2010, p. 2). Reliability considers the robustness 
of a measurement instrument and its ability to yield consistent results under various 
circumstances (Malhotra et al., 2006). The literature identifies three different approaches to 
assessing reliability: test re-test, internal consistency, and alternative form (Mitchell, 1996). 
The internal consistency approach was used within this study to assess reliability of the 
survey.    
To assess internal consistency, the Cronbach’s (1951) alpha coefficients and item-to-
total correlations were examined.  Cronbach’s Alpha is a form of internal consistency 
reliability that tests the extent to which multiple indicators for a latent variable belong 
together (Malhotra et al., 2006). Cronbach’s Alpha values of .70 and above are acceptable in 
research, and values of .95 are desirable for applied research (Cronbach, 1951; Hair et al., 
2010). Item-to-total correlations measure the relationship between two items (Hair et al., 
2010). An item-to-total correlation of less than .30 should usually be removed as it is deemed 
less reliable (Nunnally & Bernstein, 1994). When these items are removed an increase in the 
Cronbach’s alpha is achieved and results are considered to be more reliable (Hair et al., 
2010).  Individual items with alpha scores below .70 and item-to-total correlation scores less 
than .30 were deleted.  
Validity  
Validity is referred to as “the extent to which a measure or set of measures correctly 
represents the concept of study and the degree to which it is free from any systematic or 
nonrandom error (Hair et al., 2010, p. 3). Validity is an important aspect of research as it 
verifies the accuracy of a study’s constructs (Malhotra et al., 2006). External validity refers to 
the extent to which results would be transferable or generalisable to other settings, people, or 
events (Cavana et al., 2001). Internal validity refers to the degree of confidence the researcher 
has when assessing the extent to which the research design permits the independent variable 
to cause a change in the dependent variable (Cavana et al., 2001). There are three types of 
internal validity: content validity, criterion-related validity, and construct validity (Hair et al., 
2010). All three types of validity were considered within this research.  
Content validity, also known as face validity, is the extent to which a set of items or 
questions adequately reflect their conceptual definition (Hair et al., 2010; Malhotra et al., 
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2006; Saunders, Lewis & Thornhill, 2009). The survey used within this research was tested 
for content validity by discussing the sampling adequacy of the items with a small group of 
knowledgeable individuals (Saunders et al., 2009). This was phase two of the pre-testing 
process (see Section 3.8). Alternatively, criterion-related validity, also referred to as 
predictive validity, tests the accuracy of a measure and whether it performs according to 
some criterion (Lee & Lings, 2008).  
Construct validity refers to the extent to which a set of measurable items actually 
represent the phenomena being studied (Hair et al., 2010). Factor analysis is a commonly 
used tool to assess construct validity and is most often used in the final stages of research to 
determine the theoretical structures of variables and hypothesised relationships (Mitchell, 
1996; Tabachnick & Fidell, 2007). Ideally, factor analysis should be conducted on a sample 
of 100 or more respondents and never on a sample with less than 50 respondents (Hair et al., 
2010). The sample size of this research (N=200) was more than adequate for factor analysis 
to be conducted and was therefore used in establishing construct validity. The results are 
discussed in Chapter Four. There are two forms of construct validity: convergent validity and 
discriminate validity (Cavana et al., 2001).   
Convergent validity occurs when two items measuring the same construct are highly 
correlated (Hair et al., 2010). Convergent validity was tested within this study by using a 
direct oblimin rotation within the factor analysis. Direct oblimin rotation was chosen as the 
best method for testing for convergent validity as it allows for a greater correlation of factors 
(Tabachnick & Fidell, 2007).    
Discriminate validity tests the extent to which a construct is dissimilar from another 
construct (Hair et al., 2010) and provides the evidence researchers require to ensure that 
scales discriminate between the constructs they are designed to measure (Saunders et al., 
2009). To test for discriminate validity this study employed a factor analysis technique. 
Factor analysis was conducted to test whether the scales used within the research actually 
relate to their identified dimensions. Cross loading items were therefore deleted.    
3.9.1 Dimensionality of Constructs  
Once reliability and validity tests were carried out, factor analysis was undertaken to 
identity whether each construct consisted of the dimensions identified in Chapter Two. Factor 
analysis is an interdependence technique aimed to “define the underlying structure among the 
variables in the analysis” (Hair et al., 2010, p. 94). Adopting the guidelines outlined by Hair 
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et al. (2010), an exploratory factor analysis was used to determine the number of factors 
retained within each variable. All of the observed variables were standardised and the 
correlation matrix analysed.    
 
3.10 HYPOTHESIS TESTING  
Hypothesis 1 through to Hypothesis 6 were analysed using linear and multiple 
regression techniques. The SPSS 21 data analysis program was used to conduct the 
techniques and analyse the data collected via the online survey.  The following sections 
discuss the techniques used.  
3.10.1 Regression  
Linear regression is used to analyse the direct relationship between two continuous 
variables; an independent variable (predictor variable) and a dependent variable (outcome or 
criterion variable) (Abu-Bader, 2010; Hair et al., 2010). Linear regression analysis uses the 
observed data for the predictor variable and the criterion variable to develop a linear equation 
which assists to predict an outcome (Abu-Bader, 2010).  Linear regression was most 
appropriate to test Hypothesis 1 and Hypothesis 2. This regression technique was able to 
identify the association between internal organisation communication and employee 
engagement, and internal supervisor communication and employee engagement. The results 
of the linear regression analyses are discussed in Chapter Four.  
Hierarchical, or multiple, regression analysis (MRA) is an extension of linear 
regression and was used to test Hypothesis 3 through to Hypothesis 6. Multiple regression 
analysis is an advanced statistical analysis technique which is widely used in social science 
research (Abu-Bader, 2010). The main purpose of MRA is to examine the effect of two or 
more independent variables on a single dependent variable (Hair et al., 2010).  Prior to 
conducting MRA, it is necessary to ensure that a set of assumptions are met (Abu-Bader, 
2010). These six assumptions are discussed further in Chapter Four.      
1. Levels of measurement: The outcome (dependent) variable must be continuous.  
2. Normality: The scores for each variable must be normally distributed, whereby the 
variables skewness and kurtosis is within the range of +/- 1.0.   
3. Linearity: The relationship between the predictor and criterion variables must be linear. 
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4. Homoscedasticity: Implies that for each value of the predictor variable, the criterion 
variable should be normally distributed.  
5. Multicollinearity: Occurs when the independent variables are highly correlated.   
6. Sample size: The sample size must be adequate to conduct MRA. Although there is no 
absolute figure, a sample size of at least 50 = 8m (where m is the number of 
factors/independent variables) responses is desirable. 
 
To test for mediation, whereby perceived support from the organisation and supervisor 
and identification with the organisation and supervisor, mediates the relationship between 
internal communication and employee engagement, additional hierarchical regression 
analyses were performed. As such, employee engagement was regressed on internal 
communication alone and then again with the potential mediators controlled. According to 
Baron and Kenny (1986), three conditions must transpire in order for mediation to occur. 
First, the independent variable (internal organisation communication/internal supervisor 
communication) must be related to the mediator(s) (perceived organisational/supervisor 
support and organisational/supervisor identification). Second, the mediator(s) (perceived 
organisational/supervisor support and organisational/supervisor identification) must be 
related to the dependent variable (employee engagement). Third, a significant relationship 
between the independent variable (internal organisation communication/internal supervisor 
communication) and dependent variable (employee engagement) will be reduced (partial 
mediation) or no longer be considered significant (full mediation) when controlling for the 
mediator(s) (perceived organisational/supervisor support and organisational/supervisor 
identification) (Baron & Kenny, 1986; Saks, 2006).  
      
3.11 ETHICAL CONSIDERATIONS 
The research was conducted in compliance with the ethical guidelines and protocols 
outlined by QUT. Full ethical clearance from QUT’s Human Research Ethics Committee was 
received before the data collection commenced. The research was deemed low risk, whereby 
any foreseeable risk to participants was no more than inconvenience. Zikmund (2011) posits 
that privacy and confidentiality can be major issues within survey research. To overcome 
such issues, a letter to participants was embedded on the first page of survey. This letter 
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outlined the overall objective of the research, why participation is beneficial, and the 
anonymity of all responses (see Appendix A).  Progressing from the participant information 
page was considered as an indication of participants’ consent to partake in the research 
project. Once responses were collected, the data was kept secure through soft copy password 
protection.   
 
3.12 CONCLUSION  
In summary, this chapter presents a detailed description of the research methodology 
along with a justification for the chosen design. This included an explanation of the 
theoretical perspective, quantitative nature and chosen survey method of the research.  Details 
of the sampling technique, measurement scales, survey design, pre-testing the survey, 
establishing reliability and validity, hypothesis testing, and ethical considerations have also 
been provided. The next chapter will discuss the results of the data analysis and hypothesis 
testing.  
 
 
 
 
 
 
 
 
 
 
 
 
 
83 
Chapter 4: Results  
4.1 CHAPTER OVERVIEW  
This chapter presents the results of the hypothesis testing and data analysis. A total of 
eight hypotheses predicted the direct and indirect associations between both internal 
communication (organisation and supervisor), employee engagement, perceived 
organisational/supervisor support and organisational/supervisor identification. The 
hypotheses were tested using simple and mediated regression techniques.  
 
4.2 DATA PREPARATION  
Data preparation steps prior to conducting data analysis included creating the data file, 
coding the data, and cleaning the data (Hair et al., 2010). The following sections detail how 
these steps were applied to this research.      
4.2.1 Data File Creation  
The survey was created using computer software Key Survey, hosted by QUT. The 
software produced an online link to the survey, 
http://survey.qut.edu.au/f/177585/6169/?LQID=1& which was distributed via a market 
research company, My Opinions. Once the online survey reached expiry, the data was 
exported directly to SPSS 21 for analysis.    
4.2.2 Data Coding  
The direct exportation of the data collected via the online survey automatically coded 
the responses according to the seven-point Likert-scales used within the instrument. For 
example, 1 was equal to “strongly disagree” and 7 was equal to “strongly agree”.    
4.2.3 Data Cleaning  
The data for this research was cleaned prior to conducting the analysis. First, the data 
was checked for missing data. Although the Key Survey software allowed for the survey to 
be set up in a way that participants could not skip or miss questions, it was still necessary to 
inspect the data to ensure none were missing. A frequency table of each construct was 
observed in terms of the maximum and minimum values and the amount of valid and missing 
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cases. After inspection of the tables it was confirmed there were no missing or abnormal 
values.  
 
4.3 RESPONSE RATE  
My Opinions sent an email containing the link to the survey to 2000 panel members. 
The total number of responses collected was 365, with a response rate of 18.25%. Due to 
financial restrictions of the study, only the first 200 responses were retained. The data were 
collect from the 2nd to the 5th of August 2013.  
 
4.4 SAMPLE CHARACTERISTICS  
Respondents’ age, gender, tenure, highest level of education, workplace size, work 
status, position, and industry were collected. Although demographic information was not 
used within the data analysis, it provided the characteristics of the sample and allowed for a 
generalised view of the non-executive working population of Australia. A summary of the 
samples’ demographic characteristics is provided in Table 14.  
 
Table 14. Demographics of Respondents (N=200)  
Characteristics Percentage 
Age   
 15-24  4% 
 25-34 14% 
 35-44 12.5% 
 45-54 19.5% 
 55-64 28% 
 65+ 22% 
Gender  
 Male  49.5% 
 Female 50.5% 
Tenure   
 Less than 1 year 7.5%  
 1 to 5 years 29% 
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 5 to 10 years  26% 
 10 to 15 years  13.5% 
 More than 15 years 24% 
Highest Education Level Attained    
 Primary School 0% 
 High School  28.5% 
 Diploma / Certificate or equivalent 34% 
 Bachelor Degree or equivalent  26% 
 Postgraduate Degree or equivalent  11% 
 Other 0.5% 
Organisation Size   
 50 2% 
 51-100 22% 
 101-250 11.5% 
 251-500 12% 
 501-1000 12.5% 
 1000+ 40% 
Work status   
 Working full-time 61% 
 Working part-time 39% 
Position  
 Middle Management 15% 
 Project Manager  6% 
 Supervisor / Junior Manager / Administrator  6% 
 Professional (tertiary qualification)  24% 
 General Staff 29% 
 Skilled Manual Worker 10.5% 
 Semi-Skilled or Unskilled Worker 9.5% 
Industry  
 Accounting  1% 
 Agriculture, Forestry & Fishing  0.5% 
 Communications, Media & Publishing 0.5% 
 Construction, Building & Architecture  2.5% 
 Education & Training  16.5% 
 Engineering 0.5% 
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 Entertainment  1% 
 Finance & Banking  5% 
 Government / Public Sector  14.5% 
 Health 14.5% 
 Hospitality / Catering / Restaurants  3% 
 Information Technology / Internet  0.5% 
 Law 1% 
 Manufacturing / Production  7% 
 Marketing & Market Research  0.5% 
 Military / Armed Forces  0.5% 
 Not for profit / Charities 2.5% 
 Resources, Mining & Energy  3% 
 Retail  13.5% 
 Telecommunications  0.5% 
 Transport & Tourism  4.5% 
 Other   7% 
 
 
Overall, most of the samples’ demographics were evenly distributed. There was an 
almost equal percentage of male (49.5%) and female (50.5%) respondents aged between 15 
and 65 plus, with the largest age segment being those aged 55 to 64 (28%). Furthermore, the 
majority of respondents had worked for their current organisation for one to five years (29%), 
attained a Diploma/Certificate as their highest level of education (34%), and worked within 
interpersonal type roles i.e. Education and Training sector (16.5%), Government/Public and 
Health sector (14.5%), and the Retail sector (13.5%). The three most important demographic 
questions for this study were 1) work status, 2) organisation size, and 3) position. These 
questions acted as screen out questions as participants were required to have certain 
characteristics in order to participate. It was important that employees were in regular contact 
with their organisation, reported to a direct supervisor or manager, and worked for an 
organisation which had some form of management hierarchy. As such, the majority of 
respondents worked on a full-time basis (61%); in a general staff (29%) or professional 
(24%) position; and for an organisation with over 1000 employees (40%). 
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4.5 EVALUATION OF MEASUREMENT  
Evaluation of the reliability scores for the construct measures are discussed in this 
section, followed by exploratory factor analyses. A second reliability test on remaining items 
to test for common method bias was also performed.  
4.5.1 Reliability Analysis  
Reliability tests examine the internal consistency of the items in a measure and help to 
determine whether each observed variable should be retained or deleted (Hair et al., 2010). 
The scale items used to measure the constructs within this research were adapted from the 
services marketing, psychology, and organisational behaviour literature and thus, the scales 
used were not specific to the context of this research. Furthermore, the items used to measure 
internal communication (organisational and supervisor) were significantly adapted to better 
suit this research. Therefore, it was essential to test the suitability of these items given that 
they were used in a different context (Nunnally & Bernstein, 1994).  Reliability tests were 
carried out on all items and the statistics of Cronbach’s Alpha coefficient and item-to-total 
correlation scores were used to evaluate the internal reliability of the instrument (Nunnally & 
Bernstein, 1994). The closer the Cronbach’s Alpha coefficient progresses to 1.0, the higher 
the reliability or the internal consistency of the measure (Cavana et al., 2001). Cronbach’s 
Alpha scores of .70 and above and item-to-total correlations scores of .30 and above are 
deemed acceptable and were retained for further analysis (Hair et al., 2010). Items which fell 
below these thresholds were deleted.  
 
Reliability of Internal Organisational Communication Items      
The 25 items for internal organisational communication were tested for reliability as 
shown in Table 15. In total, nine items were deleted due to poor item-to-total correlations and 
Cronbach’s Alpha scores. The remaining 16 items were retained for further analysis.  
 
Reliability of Internal Supervisor Communication Items      
The 25 items for internal supervisor communication were tested for reliability as shown 
in Table 16. In total, nine items were deleted due to poor item-to-total correlations and alpha 
scores. The remaining 16 items were retained for further analysis.  
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Table 15. Cronbach’s Alpha and Item-to-total Statistics for Internal Organisational 
Communication  
Items 
Item-to-total 
Correlation 
Communication frequency   
The executive team communicates with me frequently .70 
I often discuss work-related matters with the executive team .73 
The executive team regularly discusses organisational issues with me .70 
Cronbach’s Alpha  .84 
In-directive content  
The executive team and I discuss the best actions for me to take in my role  .75 
The executive team tells me how my job tasks fit into the overall aim of the 
organisation 
.59 
Discussions with the executive team go beyond mere direction about how to 
do my job  
.72 
Cronbach’s Alpha .83 
Unidirectional flow   
At work, I am not encouraged to share information and ideas with the 
executive team 
.53 
At work, communication only flows one-way (e.g. from the executive team to 
me) 
.62 
At work, when the executive team shares information they do not encourage 
me to respond with feedback 
.57 
Cronbach’s Alpha .75 
Bidirectional flow   
At work, I exchange ideas and information with the executive team freely and 
easily 
.87 
At work, communication flows two-way (e.g. from the executive team to me, 
and from me to the executive team) 
.91 
At work, open lines of communication between me and the executive team are 
encouraged 
.85 
Cronbach’s Alpha .94 
Communication quality   
Communication from the executive team is timely .72 
Communication from the executive team is accurate .70 
Communication from the executive team is adequate .78 
Communication from the executive team is complete .79 
Cronbach’s Alpha .88 
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Table 16. Cronbach’s Alpha and Item-to-total Statistics for Internal Supervisor 
Communication  
Items 
Item-to-total 
Correlation 
Communication frequency   
My direct supervisor communicates with me frequently .83 
I often discuss role-related matters with my direct supervisor .78 
My direct supervisor and I regularly discuss my day-to-day activities and 
goals 
.79 
Cronbach’s Alpha  .90 
In-directive content  
My direct supervisor and I discuss the best actions for me to take in my role  .85 
My direct supervisor tells me how my job tasks fit into the overall aim of 
the organisation 
.85 
Discussions with my direct supervisor go beyond mere direction about how 
to do my job  
.78 
Cronbach’s Alpha .91 
Unidirectional flow   
At work, I am not encouraged to share information and ideas with my direct 
supervisor 
.53 
At work, communication only flows one-way (e.g. from my direct 
supervisor to me) 
.69 
At work, when my direct supervisor shares information they do not 
encourage me to respond with feedback 
.63 
Cronbach’s Alpha .78 
Bidirectional flow   
At work, I exchange ideas and information with my direct supervisor freely 
and easily 
.87 
At work, communication flows two-way (e.g. from my direct supervisor to 
me, and from me to my direct supervisor) 
.91 
At work, an open line of communication between me and my direct 
supervisor is encouraged 
.86 
Cronbach’s Alpha .94 
Communication quality   
Communication from my direct supervisor is timely .87 
Communication from my direct supervisor is accurate .87 
Communication from my direct supervisor is adequate .89 
Communication from my direct supervisor is complete .83 
Cronbach’s Alpha .94 
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Reliability of Perceived Organisational Support Items      
The eight items for perceived organisation support were tested for reliability as shown 
in Table 17. All items were found to be reliable with item-to-total correlations above .30 and 
Cronbach’s Alpha scores over .70 (Hair et al., 2010).  
 
Reliability of Perceived Supervisor Support Items      
The eight items for perceived supervisor support were tested for reliability as shown in 
Table 18. All items were found to be reliable with item-to-total correlations above .30 and 
Cronbach’s Alpha scores over .70 (Hair et al., 2010). 
 
Table 17. Cronbach’s Alpha and Item-to-total Statistics for Perceived Organisational 
Support  
Items 
Item-to-total 
Correlation 
My organisation really cares about my well-being .90 
My organisation strongly considers my goals and values .90 
My organisation shows a great deal of concern for me .87 
My organisation cares about my opinions .89 
My organisation is willing to help me when I need a special favour .81 
Help is available from my organisation when I have a problem .76 
My organisation would forgive an honest mistake on my part .77 
My organisation would not take advantage of me .75 
Cronbach’s Alpha .96 
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Table 18. Cronbach’s Alpha and Item-to-total Statistics for Perceived Supervisor Support  
Items 
Item-to-total 
Correlation 
My direct supervisor really cares about my well-being .91 
My direct supervisor strongly considers my goals and values .87 
My direct supervisor shows a great deal of concern for me .89 
My direct supervisor cares about my opinions .91 
My direct supervisor is willing to help me when I need a special favour .86 
Help is available from my direct supervisor when I have a problem .89 
My direct supervisor would forgive an honest mistake on my part .84 
My direct supervisor n would not take advantage of me .77 
Cronbach’s Alpha .97 
 
 
Reliability of Organisational Identification Items      
The 12 items for organisation identification were tested for reliability as shown in Table 
19. All items were found to be reliable with item-to-total correlations above .30 and 
Cronbach’s Alpha scores over .70 (Hair et al., 2010). 
 
Reliability of Supervisor Identification Items      
The nine items for supervisor identification were tested for reliability as shown in Table 
20. All items were found to be reliable with item-to-total correlations above .30 and 
Cronbach’s Alpha scores over .70 (Hair et al., 2010).  
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Table 19. Cronbach’s Alpha and Item-to-total Statistics for Organisational Identification 
Items 
Item-to-total 
Correlation 
I am proud to be an employee of my organisation .90 
My organisation’s image in the community represents me well .80 
I am glad I chose to work for my organisation rather than another company .89 
I talk up my organisation to my friends as a great company to work for .85 
I have warm feelings toward my organisation as a place to work .81 
I would be willing to spend the rest of my career with my current organisation .75 
I feel that my organisation cares about me .82 
The track record of my organisation is an example of what dedicated people can 
achieve 
.76 
I find my values and the values of my organisation are very similar .82 
I would describe my organisation as a large “family” in which most members feel a 
sense of belonging 
.82 
I find it easy to identify with my organisation .83 
I really care about the fate of my organisation .71 
Cronbach’s Alpha .96 
 
Table 20. Cronbach’s Alpha and Item-to-total Statistics for Supervisor Identification 
Items 
Item-to-total 
Correlation 
Identification   
When someone criticises my direct supervisor, it feels like a personal insult .68 
When I talk about my direct supervisor, I usually say ‘we’ rather than ‘they’ .76 
My direct supervisor’s successes are my successes .80 
When someone praises my direct supervisor, it feels like a personal compliment .84 
I feel a sense of ‘ownership’ for my direct supervisor .76 
Cronbach’s Alpha .91 
Internalisation   
If the values of my direct supervisor were different, I would not be as attached to 
my direct supervisor  
.55 
My attachment to my direct supervisor is primarily based on the similarity of my 
values and those represented by my direct supervisor 
.80 
Since starting this job, my personal values and those of my direct supervisor have 
become more similar 
.79 
The reason I prefer my direct supervisor to others is because of what he or she 
stands for 
.76 
Cronbach’s Alpha .87 
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Reliability of Employee Engagement Items      
The nine items for employee engagement were tested for reliability as shown in Table 
21. All items were found to be reliable with item-to-total correlations above .30 and 
Cronbach’s Alpha scores over .70 (Hair et al., 2010). 
 
Table 21. Cronbach’s Alpha and Item-to-total Statistics for Employee Engagement 
Items Item-to-total 
Correlation 
Vigour   
At my work, I feel I have lots energy .79 
At my job, I feel strong and vigorous .85 
When I get up in the morning, I feel like going to work .77 
Cronbach’s Alpha .90 
Dedication   
My job inspires me .78 
I am enthusiastic about my job .81 
I am proud of the work that I do at my organisation  .74 
Cronbach’s Alpha .88 
Absorption   
I feel happy when I am working intensely .73 
I am immersed in my work during work hours .71 
I get carried away when I am working .59 
Cronbach’s Alpha .82 
 
 
4.5.2 Construct Validation  
Validity is defined as the extent to which the scale correctly measures the constructs 
being studied (Hair et al., 2010). Validity is measured within this study through the results of 
factor analyses (FA). The main purpose of FA is data reduction, whereby clusters of variables 
are identified and grouped together (Field, 2005). There are two forms of factor analysis: 
exploratory factor analysis (EFA) and confirmatory factor analysis (CFA) (Field, 2005). EFA 
is exploratory in that it is data driven and is primarily used to determine the number of factors 
used to summarise groupings (Hair et al., 2010). Whereas CFA is confirmatory in that it is 
theory driven and the number of factors is specified in advance (Hair et al., 2010). An EFA 
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was the most appropriate analysis technique to use within this research for two main reasons. 
First, some of the scales were not previously validated, and second, all of the scales were not 
specific to the context of this study.  
4.5.3 Method of Factor Analysis  
There are several extraction techniques used within SPSS, however the two most 
common include principal axis factoring and principal components analysis (Allen & 
Bennett, 2012). Principal axis factoring seeks to uncover the structure of an underlying set of 
variables and was the chosen method for this study. There are two types of rotation methods 
used to assist interpretation, they are: orthogonal and oblique (Allen & Bennett, 2012). 
Orthogonal rotation methods (varimax) assume factors are uncorrelated, whilst oblique 
rotation methods (direct oblimin) assume factors are correlated (Coakes, Steed & Ong, 2010). 
Oblique rotation was selected because the underlying dimensions are assumed to be 
correlated with each other. This method is both preferred and commonly used in social 
science research and was used within this study (Tabachnick & Fidell, 2007).  
4.5.4 Results of Factor Analysis  
The items were subjected to EFA using SPSS 21 to determine the number and nature of 
the factors (Tabachnick & Fidell, 2007). Items and dimensions which scored below the 
threshold of .70 on the reliability test were not included within the analysis. Items with 
extraction communalities less than or equal to .30 were deleted. Items were also deleted if 
they had unique factor loadings less than .50 and/or if they cross loaded onto more than one 
factor (Field, 2005; Hair et al., 2010; Tabachnick & Fidell, 2007).   The following sections 
discuss the results of the EFA.  
Validation of Internal Organisational Communication  
Internal organisational communication was measured using the remaining 16 items 
(Johlke & Duhan, 2001; Mazzei, 2010). Measurement items were subjected to an EFA on the 
data (N = 200) to determine how the various internal organisation communication items 
loaded onto factors. After initial analysis the items were found to be highly inter-correlated, 
but also having some unique contributions (KMO=.924). Furthermore, Bartlett’s Test of 
Sphericity indicated that the correlations between items was adequate (𝝌²(253) = 3057.222, 
p<.000). Four factors emerged with an eigenvalue over one, explaining 66% of the total 
variance. However, the first factor accounted for 42% of the total variance. At this point, the 
items were gradually reduced. This was achieved using a process that involved deleting items 
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with low communalities and low factor loadings. After repeating this process and examining 
the EFA output, a one-factor structure was deemed the most meaningful. The one-factor 
structure was retained as the final factor structure.  A total of seven items were retained for 
internal organisation communication, as shown in Table 22. 
 
Table 22. Summary of Final Items for Internal Organisational Communication  
Items Communalities 
Factor 
Loading 
At work, communication flows two-way (e.g. from the executive 
team to me, and from me to the executive team) 
.85 .92 
At work, I exchange ideas and information with the executive team 
freely and easily 
.81 .90 
At work, open lines of communication between me and the 
executive team are encouraged 
.75 .87 
Discussions with the executive team go beyond mere direction 
about how to do my job 
.72 .85 
I often discuss work-related matters with the executive team .65 .81 
The executive team regularly discusses organisational issues with 
me 
.61 .78 
The executive team communicates with me frequently .56 .75 
 
 
Validation of Internal Supervisor Communication   
Internal supervisor communication was measured using the remaining 16 items (Johlke 
& Duhan, 2001; Mazzei, 2010). Measurement items were subjected to an EFA on the data 
(N=200) to determine how the various internal supervisor communication items loaded onto 
factors. After initial analysis the items were found to be highly inter-correlated, but also 
having some unique contributions (KMO=.944). Furthermore, Bartlett’s Test of Sphericity 
indicated that the correlations between items was adequate (𝝌²(120) = 3519.289, p<.000). 
Two factors emerged with an eigenvalue over one, explaining 76% of the total variance. 
However, the first factor accounted for 66% of the total variance. At this point, the items 
were gradually reduced. This was achieved using a process that involved deleting items with 
low communalities and low factor loadings. After repeating this process and examining the 
EFA output a one-factor structure was deemed the most meaningful. The one-factor structure 
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was therefore retained as the final factor structure. A total of thirteen items were retained for 
internal supervisor communication, as shown in Table 23. 
 
Table 23. Summary of Final Items for Internal Supervisor Communication  
Items Communalities 
Factor 
Loading 
At work, I exchange ideas and information with my direct 
supervisor freely and easily 
.84 .92 
Communication from my direct supervisor is accurate .81 .90 
At work, communication flows two-way (e.g. from my direct 
supervisor to me, and from me to my direct supervisor) 
.78 .89 
Communication from my direct supervisor is adequate .80 .89 
Discussions with my direct supervisor go beyond mere direction 
about how to do my job 
.76 .87 
Communication from my direct supervisor is timely .76 .87 
At work, an open line of communication between me and my direct 
supervisor is encouraged 
.76 .87 
My direct supervisor and I discuss the best actions for me to take in 
my role 
.76 .87 
I often discuss role-related matters with my direct supervisor .73 .85 
My direct supervisor tells me how my job tasks fit into the overall 
aim of the organisation 
.72 .85 
My direct supervisor communicates with me frequently .71 .84 
Communication from my direct supervisor is complete .68 .83 
My direct supervisor and I regularly discuss my day-to-day 
activities and goals 
.65 .80 
 
 
Validation of Perceived Organisational Support   
Perceived organisational support was measured using eight items (Rhoades et al., 
2001). Measurement items were subjected to an EFA on the data (N=200) to determine how 
the items loaded. After initial analysis the items were found to be highly inter-correlated, but 
also having some unique contributions (KMO=.933). Furthermore, Bartlett’s Test of 
Sphericity indicated that the correlations between items was adequate (𝝌²(28) = 1630.963, 
p<.000). One factor emerged with an eigenvalue over one, explaining 76% of the total 
variance. All items were above the specified thresholds for communalities and factor loading 
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scores. No items cross-loaded onto more than one factor. A one-factor structure was therefore 
deemed the most meaningful. The eight items are presented in Table 24. 
    
Table 24. Summary of Final Items for Perceived Organisational Support  
Items Communalities 
Factor 
Loading 
My organisation really cares about my well-being .85 .92 
My organisation strongly considers my goals and values .85 .92 
My organisation cares about my opinions .84 .91 
My organisation shows a great deal of concern for me .80 .89 
My organisation is willing to help me when I need a special 
favour 
.70 .84 
Help is available from my organisation when I have a problem .63 .79 
My organisation would forgive an honest mistake on my part .62 .79 
My organisation would not take advantage of me .59 .77 
 
 
Validation of Perceived Supervisor Support   
Perceived supervisor support was measured using eight items (Rhoades et al., 2001). 
Measurement items were subjected to an EFA on the data (N=200) to determine how the 
items loaded. After initial analysis the items were found to be highly inter-correlated, but also 
having some unique contributions (KMO=.947). Furthermore, Bartlett’s Test of Sphericity 
indicated that the correlations between items was adequate (𝝌²(28) = 1862.186, p<.000). One 
factor emerged with an eigenvalue over one, explaining 80% of the total variance. All items 
were above the specified thresholds for communalities and factor loading scores. No items 
cross-loaded onto more than one factor. A one-factor structure was therefore deemed the 
most meaningful. The eight items are presented in Table 25. 
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Table 25 Summary of Final Items for Perceived Supervisor Support  
Items Communalities Factor Loading 
My direct supervisor really cares about my well-being .86 .93 
My direct supervisor cares about my opinions .85 .92 
Help is available from my direct supervisor when I have a 
problem 
.82 .91 
My direct supervisor shows a great deal of concern for me .82 .91 
My direct supervisor strongly considers my goals and 
values 
.78 .89 
My direct supervisor is willing to help me when I need a 
special favour 
.77 .88 
My direct supervisor would forgive an honest mistake on 
my part 
.74 .86 
My direct supervisor would not take advantage of me .62 .78 
 
 
Validation of Organisational Identification   
Organisational identification was measured using 12 items (Miller et al., 2000). 
Measurement items were subjected to an EFA on the data (N=200) to determine how the 
items loaded. After initial analysis the items were found to be highly inter-correlated, but also 
having some unique contributions (KMO=.956). Furthermore, Bartlett’s Test of Sphericity 
indicated that the correlations between items was adequate (𝝌²(66) = 2307.362, p<.000).  One 
factor emerged with an eigenvalue over one, explaining 71% of the total variance. All items 
were above the specified thresholds for communalities and factor loading scores. No items 
cross-loaded onto more than one factor. A one-factor structure was therefore deemed the 
most meaningful. The twelve items are presented in Table 26. 
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Table 26. Summary of Final Items for Organisational Identification 
Items Communalities 
Factor 
Loading 
I am proud to be an employee of my organisation .84 .92 
I am glad I chose to work for my organisation rather than another 
company 
.82 .91 
I talk up my organisation to my friends as a great company to work 
for 
.74 .86 
I find it easy to identify with my organisation .73 .85 
I feel that my organisation cares about me .52 .84 
I would describe my organisation as a large “family” in which most 
members feel a sense of belonging 
.70 .83 
I find my values and the values of my organisation are very similar .69 .83 
I have warm feelings toward my organisation as a place to work .68 .82 
My organisation’s image in the community represents me well .66 .81 
The track record of my organisation is an example of what 
dedicated people can achieve 
..61 .80 
I would be willing to spend the rest of my career with my current 
organisation 
.60 .77 
I really care about the fate of my organisation .52 .72 
 
 
Validation of Supervisor Identification   
Supervisor identification was measured using nine items (Becker, 1992; Becker et al., 
1996). Measurement items were subjected to an EFA on the data (N=200) to determine how 
the items loaded. After initial analysis the items were found to be highly inter-correlated, but 
also having some unique contributions (KMO=.929). Furthermore, Bartlett’s Test of 
Sphericity indicated that the correlations between items was adequate (𝝌²(36) = 1405.815, 
p<.000). One factor emerged with an eigenvalue over one, explaining 67% of the total 
variance. At this point, two items with communalities below the threshold were deleted. A 
total of seven items were retained as shown in Table 27. 
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Table 27. Summary of Final Items for Supervisor Identification 
Items Communalities Factor 
Loading 
Since starting this job, my personal values and those of my direct 
supervisor have become more similar 
.75 .87 
When someone praises my direct supervisor, it feels like a personal 
compliment 
.72 .85 
My direct supervisor’s successes are my successes .72 .85 
The reason I prefer my direct supervisor to others is because of 
what he or she stands for 
.71 .84 
My attachment to my direct supervisor is primarily based on the 
similarity of my values 
.71 .84 
When I talk about my direct supervisor, I usually say ‘we’ rather 
than ‘they’ 
.71 .84 
I feel a sense of ‘ownership’ for my direct supervisor .64 .80 
 
 
Validation of Employee Engagement   
Employee engagement was measured using three dimensions consisting of nine items 
(Schaufeli et al., 2002). Measurement items were subjected to an EFA on the data (N=200) to 
determine how the items loaded. After initial analysis the items were found to be highly inter-
correlated, but also having some unique contributions (KMO=.911). Furthermore, Bartlett’s 
Test of Sphericity indicated that the correlations between items was adequate (𝝌²(36) = 
1458.108, p<.000). One factor emerged with an eigenvalue over one, explaining 67% of the 
total variance. At this point, one item with a communalities score below the threshold was 
deleted. A total of eight items were retained for the construct of employee engagement, as 
shown in Table 28.  
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Table 28. Summary of Final Items for Employee Engagement   
Items Communalities Factor Loading 
I am enthusiastic about my job .82 .91 
At my work, I feel I have lots energy .72 .86 
At my job, I feel strong and vigorous .71 .84 
My job inspires me .68 .83 
I am immersed in my work during work hours .66 .80 
When I get up in the morning, I feel like going to work   .61 .78 
I feel happy when I am working intensely .60 .76 
I am proud of the work that I do at my organisation .57 .76 
 
 
4.6 ASSESSMENT OF DESCRIPTIVE STATISTICS  
The descriptive statistics for the new composite variables, including the means, 
standard deviations, Cronbach’s alpha reliability coefficients, and bivariate Pearson’s 
correlation coefficients, are presented in Table 29 and Table 30.   
 
Table 29. Descriptive Results for Organisation-Employee Model  
Variables Mean SD IOC POS OI EE 
Internal organisational communication (IOC) 3.89 1.57 (.94)    
Perceived organisational support (POS) 4.30 1.52 .82** (.96)   
Organisational identification (OI) 4.56 1.44 .75** .90** (.96)  
Employee engagement (EE) 4.98 1.30 .48** .62** .73** (.94) 
Note.* p<.05; **p<.01; Cronbach alpha reliability coefficients are presented diagonally in brackets.   
 
Table 30. Descriptive Results for Supervisor-Employee Model  
Variables  Mean SD ISC PSS SI EE 
Internal supervisor communication (ISC) 4.90 1.47 (.98)    
Perceived supervisor support (PSS) 4.83 1.56 .90** (.97)   
Supervisor identification (SI) 4.15 1.45 .83** .85** (.94)  
Employee engagement (EE) 4.98 1.30 .57** .60** .56** (.94) 
Note.* p<.05; **p<.01; Cronbach alpha reliability coefficients are presented diagonally in brackets.   
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Cronbach’s alpha reliabilities were above the minimum suggest threshold of .70 across 
the constructs, demonstrating internal consistency of the latent variables in the study (Hair et 
al., 2010). The results also showed that correlations between the variables were moderate to 
strong in strength, within a range of r=.48 to r=.90. Abu-Bader (2010) posits that correlation 
coefficients greater than .80 (r > .80) implies that multicollinearity may be a problem. 
However, Hair et al. (2010), stipulate that correlation coefficients of .90 and above are 
considered to indicate issues of multicollinearity.  As two correlation coefficients of .90 are 
present, common method bias may pose a threat to the analysis (Tabachnick & Fidell, 2007). 
The bivariate correlations are discussed further in Section 4.8.3, and the assumption of 
multicollinearity is discussed in Section 4.8.4.  
 
4.7 COMMON METHOD BIAS  
Harman’s one-factor test was used to test for common method bias (Podsakoff & 
Organ, 1986). All of the remaining self-report items for each model were combined in a 
principal components analysis with varimax rotation. The Harman’s one-factor test stipulates 
that if only one factor emerges from the factor analysis, or if a single factor accounts for over 
50% of the variance in the variables, common method variance exists (Mattila & Enz, 2002). 
Within the organisation-employee model, three factors with an Eigenvalue greater than one 
were found, but the first factor accounted for 59.21% of the total variance. Likewise, within 
the supervisor-employee model, three factors with an Eigenvalue greater than one were 
found, but the first factor accounted for 62% of the total variance. As such, unidimensionality 
amongst the items was present within this analysis (Podsakoff & Organ, 1986). Table 31 and 
Table 32 illustrate that the Bartlett test of sphericity was significant and the Kaiser-Meyer-
Olkin measure of sampling adequacy was .96 for both models, exceeding the benchmark of 
.60 (Allen & Bennett, 2012). This indicates that the sample was adequate for the research.   
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Table 31. Bartlett’s Test of Sphericity and Kaiser-Meyer-Olkin Measure (organisation-
employee) 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.  .96 
Bartlett’s Test of Sphericity  Approx. Chi-Square 
Df 
Sig.  
7824.20 
595 
.000 
 
 
Table 32. Bartlett’s Test of Sphericity and Kaiser-Meyer-Olkin Measure (supervisor-
employee) 
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.  .96 
Bartlett’s Test of Sphericity  Approx. Chi-Square 
Df 
Sig.  
8807.11 
630 
.000 
 
 
4.8 STATISTICAL ASSUMPTIONS FOR REGRESSION   
Prior to performing and interpreting the regression techniques, the required statistical 
assumptions were considered. As mentioned in Chapter Three, multiple regression analysis 
(MRA) makes six basic assumptions: 1) level of measurement, 2) normality, 3) linearity, 4) 
homoscedasticity, 5) multicollinearity, and 6) sample size (Abu-Bader, 2010; Hair et al., 
2010). These assumptions are addressed below.    
4.8.1 Levels of Measurement 
The outcome (dependent) variable (employee engagement) is continuous in nature and 
measured at the interval level.   
4.8.2 Normality 
The assumption of normality requires that the scores for each variable are normally 
distributed (Hair et al., 2010). Ideally, a normal distribution has a skewness and kurtosis 
value within the ranges of +/- 1.0 (Allen & Bennett, 2012). All items were tested for 
normality by inspecting the histogram graphs and the values of skewness and kurtosis (Allen 
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& Bennett, 2012). Skewness illustrates the symmetry of the distribution and kurtosis 
illustrates how peaked or flat the distribution of scores are (Allen & Bennett, 2012). As 
shown in Table 33, the univariate skewness values range from -.03 to -.97 and the univariate 
kurtosis values range from -.98 to .71. This indicates that the data is normally distributed 
between the ranges of +/- 1.0 (Allen & Bennett, 2012).   
 
Table 33. Sample Skewness and Kurtosis  
Variable Minimum Maximum Skewness Kurtosis 
Internal organisation communication  1.00 7.00 -.03 -.98 
Perceived organisational support  1.00 7.00 -.36 -.79 
Organisational identification  1.00 7.00 -.44 -.62 
Internal supervisor communication  1.00 7.00 -.85 .02 
Perceived supervisor support  1.00 7.00 -.85 -.11 
Supervisor identification  1.00 7.00 -.44 -.57 
Employee engagement  1.00 7.00 -.97 .71 
 
4.8.3 Linearity and Homoscedasticity  
The assumptions of linearity and homoscedasticity were investigated by inspecting the 
residual scatterplot (Abu-Bader, 2010; Hair et al., 2010).  Linearity assumes that the 
dependent variable and all other factors have a linear relationship, whereas homoscedasticity 
assumes that the outcome (dependent) variable has equal levels of variance across the 
predictor (independent) variables. Inspection of the residual scatterplots revealed that the 
scores created an approximate straight line, opposed to a curve, and that no curvilinear, or 
non-linear, relationships existed between the variables. This suggests that the assumption of 
linearity and homoscedasticity have not been violated (Allen & Bennett, 2012).  
4.8.4 Multicollinearity  
Multicollinearity occurs when some of the independent variables are highly inter-
correlated (Hair et al., 2010). As discussed in Section 4.6, some of the independent variables 
were highly inter-correlated. Perceived organisation support was highly correlated with 
organisational identification (r = .90), and internal supervisor communication was highly 
correlated with perceived supervisor support (r = .90).  
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To further check for multicollinearity between these independent variables, two 
common measures for assessing multicollinearity were utilised. These measures include 
Tolerance and its inverse, the Variance Inflation Factor (VIF) (Allen & Bennett, 2012). 
Independent variables with tolerance values <0.1, and VIF values >10 are suggested to be 
multicollinear (Allen & Bennett, 2012; Hair et al., 2010). However tolerance values <0.2 and 
VIF values >5 call for further examination (Menard, 2002). Upon inspection of the 
collinearity diagnostics (see Table 34), the Tolerance and VIF values of the independent 
variables were within the general thresholds stipulated by Allen and Bennett (2012) and Hair 
et al. (2010), however some tolerance values were <0.2 which implies that some of the 
independent variables did not meet the more stringent requirements of Menard (2002).  
 
Table 34. Tolerance and VIF Values of the Independent Variables  
Variable Tolerance VIF 
Internal organisational communication  .33 3.10 
Perceived organisational support  .15 6.84 
Organisational identification  .20 5.12 
Internal supervisor communication .18 5.66 
Perceived supervisor support  .16 6.38 
Supervisor identification  .25 3.94 
 
4.8.5 Sample Size  
There is no apparent agreement regarding an appropriate sample size for MRA. 
However, the larger the sample size, the better the generalisability of the results. Abu-Bader 
(2010) posits that a sample size of at least 50 + 8m (where m is the number of 
factors/independent variables) is required to conduct MRA. According to Abu-Bader’s 
(2010) assumption, a total of 74 responses are required per model. This assumption has not 
been violated as the sample size is 200, which is larger than the required 74.  
 
4.9 MODEL TESTING   
The objective of this research is to test two competing models which provide an 
explanation for the relationship between internal communication (organisation and 
supervisor) and employee engagement. First, the standard direct effects model tests the linear 
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relationship between internal communication and employee engagement. This standard 
model is a basic representation of social exchange, whereby one party exchanges a resource 
(internal organisational communication and internal supervisor communication) and the 
receiving party reciprocates with a favourable action (employee engagement) (Cropanzano & 
Mitchell, 2005). However, in order to obtain a more exact understanding of this relationship, 
a second model will also be tested. The indirect effects model will test whether perceived 
support from the organisation and supervisor and identification with the organisation and 
supervisor mediate the relationship between internal communication (organisational and 
supervisor) and employee engagement, thus providing a better explanation for the 
association.  
 
The standard direct effects models presented in Figure 14 and Figure 15 will be tested 
using linear regression. Linear regression is an analysis technique used to assess direct 
relationships between two continuous variables; an independent variable (predictor) and a 
dependent variable (outcome) (Abu-Bader, 2010; Hair et al., 2010). Linear regression 
assumes that both the independent and dependent variables have a significant linear 
relationship. Therefore, before conducting each linear regression, bivariate Pearson’s 
correlation coefficients were examined, and were discussed in Section 3.6.  
 
 
 
 
 
 
 
Figure 14. Standard Direct Effects Model (organisation-employee relationship). 
 
 
 
 
 
 
 
Figure 15. Standard Direct Effects Model (supervisor-employee relationship). 
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The indirect effects models presented in Figure 16, Figure 17, Figure 18, and Figure 19 
will be tested using hierarchical, or multiple, regression analysis. Multiple regression analysis 
(MRA) is used to predict the dependent variable (employee engagement) with multiple 
independent variables (internal communication, perceived support, and identification) and to 
evaluate the significance and strength of the relationship (Hair et al., 2010).    
 
 
 
 
 
 
 
Figure 16. Indirect Effects Model (perceived organisational support). 
 
 
 
 
 
 
 
Figure 17. Indirect Effects Model (perceived supervisor support). 
 
 
 
 
 
 
H3a H3b 
H3 
 
 
Perceived 
organisational 
support 
 
 
 
 
 
Employee 
engagement 
 
 
 
Internal 
organisation 
communication 
H4a H4b 
H4 
 
 
Perceived 
supervisor 
support 
 
 
 
 
 
Employee 
engagement 
 
 
 
Internal 
supervisor 
communication 
 
 
108 
 
 
 
 
 
 
Figure 18. Indirect Effects Model (organisational identification).  
 
 
 
 
 
 
 
Figure 19. Indirect Effects Model (supervisor identification).  
 
 
Since only one mediator is assessed within each MRA, simple mediation is used to 
evaluate whether the independent variable (internal communication) affects the mediator 
(perceived support and identification), and the mediator, in turn, affects the dependent 
variable (employee engagement) (Baron & Kenny, 1986; MacKinnon & Fairchild, 2009). A 
simple mediation model is presented in Figure 20 which represents the following indirect and 
direct effects: 
a - Effect of the independent variable (IV) on the mediator (M);  
b - Effect of the M on the DV;  
c’ - Effect of the IV on the DV after removing the effect of the M; and 
c – The existing relationship between the IV and the DV before removing the effect of the 
potential M.  
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Figure 20. Simple Mediation.     
 
According to Baron and Kenny (1986) there are four criteria for assessing whether full 
or partial mediation has occurred: 
 
1. The IV  has a significant and unique effect on the M (path a)  
2. When the M is removed, the IV has a significant and unique effect on the DV (path c)  
3. The M has a significant and unique effect on the DV when controlling for the IV (path b), 
and 
4. The significant relationship between the IV and the DV will be reduced (partial 
mediation) or will no longer be significant (full mediation) when controlling for the M 
(path c’).  
 
4.9.1 Measurement and Model Equivalence  
While both models will be tested at the organisation-employee and supervisor-
employee level, this thesis will not make direct comparisons between the two levels due to 
issues with unequivocal data. According to Malhotra, Agarwal and Peterson (1996), it is 
necessary to establish scale and measurement equivalence before direct comparisons can be 
made. Construct equivalence considers whether the main constructs within a study have the 
same connotation and significance when applied in different contexts (Malhotra et al., 1996). 
The main equivalence issues of concern within this study are instrument and measurement 
equivalence. Instrument equivalence examines whether scale items are interpreted identically 
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across cultures, or in the case of this research, across different levels i.e. organisation-
employee relationship and supervisor-employee relationship. Measurement equivalence 
considers if every scale item measures the same underlying construct equivalently. As 
presented in Section 4.5.4 Results of the Factor Analysis, internal supervisor communication 
consists of 13 items and internal organisation communication consists of seven items. As 
such, respondents’ answers to the internal supervisor communication items co-vary 
consistently, whereas respondents’ understanding of the internal organisation communication 
items differs substantially. Conceptually speaking, the internal supervisor communication 
items and the internal organisation communication items reflect the same construct. 
However, in an operational sense, they do no measure the same construct equivalently. While 
there are various analysis methods to test for construct equivalence such as LISREL and 
CETSCALE (Malhotra et al., 1996), these methods are beyond the scope of this thesis. 
Therefore, the organisation-employee level and supervisor-employee level will be explored 
and tested individually. While no direct comparisons will be made, soft conclusions will be 
drawn which elicit future research opportunities discussed in Section 5.8.  
4.9.2 Testing the Direct Effect Models  
Step 1: Bivariate Correlations  
Bivariate correlations were conducted on the variables from both models (organisation-
employee and supervisor-employee) to assess whether the two variables had a significant and 
positive linear relationship (refer Table 35 and Table 36). Initial examination of both 
correlation tables confirmed that the correlations were positive and moderate in strength (r = 
.48 and .57).  Internal organisational communication was significantly and positively 
correlated with employee engagement (r = .48, p < .001) indicating that as an organisation’s 
ability to communicate effectively with an employee increased, the employee’s level of 
engagement, also increased.   
 
Table 35. Descriptive Statistics and Inter-Correlations between Internal Organisational 
Communication and Employee Engagement   
Variables  Mean SD IOC EE 
Internal organisational communication (IOC) 3.89 1.57 -  
Employee engagement (EE) 4.98 1.30 .48** - 
Note.* p<.05; **p<.001   
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Internal supervisor communication was significantly and positively correlated with 
employee engagement (r = .57, p < .001) indicating that as a supervisor’s ability to 
communicate effectively with an employee increased, the employee’s level of engagement, 
also increased.  
 
Table 36. Descriptive Statistics and Inter-Correlation between Internal Supervisor 
Communication and Employee Engagement   
Variables  Mean SD ISC EE 
Internal supervisor communication (ISC) 4.90 1.47 -  
Employee engagement (EE) 4.98 1.30 .57** - 
Note.* p<.05; **p<.001 
 
Step Two: Hypothesis Testing   
H1: Internal organisational communication has a direct positive effect on employee 
engagement 
In the first regression involving internal organisational communication (IOC) and 
employee engagement (EE), a significant and positive association between the two variables 
was found, β=.48, p<.001, R²ch. = .23,  F(1,198)=7.71, p<.001 (see Table 37 and Figure 21). 
Furthermore, internal organisation communication accounted for 23.04% of the variance in 
employee engagement, thus supporting H1.   
 
Table 37. Regression Analysis Results 
Hypothesis Relationship R R 
Square 
Adjusted R 
Square 
df B Std. 
Error 
Beta 
(β) 
T 
H1 IOC and EE .48 .23 .28 198 .40 .05 .48** 7.71 
Note. * = p <.05; ** = p <.001 
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Figure 21. Standard Direct Effect Model (organisation-employee relationship). 
 
H2: Internal supervisor communication has a direct positive effect on employee 
engagement 
In the second regression involving internal supervisor communication (ISC) and 
employee engagement (EE), a significant and positive association between the two variables 
was found, β=.57, p<.001, R²ch. = .32,  F(1,198)=9.73, p<.001 (see Table 38 and Figure 22). 
Furthermore, internal supervisor communication accounts for 32.38% of the variance in 
employee engagement, thus supporting H2.   
 
 
Table 38. Regression Analysis Results  
Hypothesis Relationship R R 
Square 
Adjusted R 
Square 
df B Std. 
Error 
Beta 
(β) 
T 
H2 ISC and EE .57 .32 .32 198 .50 .05 .57** 9.73 
Note. * = p <.05; ** = p <.001 
 
 
 
 
 
 
 
Figure 22. Standard Direct Effects Model (supervisor-employee relationship).  
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4.9.3 Testing the Indirect Effect Models 
There are four conditions which must be met in order to support a median hypothesis 
(Baron & Kenny, 1986): 
 
1. The IV  has a significant and unique effect on the M (path a)  
2. When the M is removed, the IV has a significant and unique effect on the DV (path c)  
3. The M has a significant and unique effect on the DV when controlling for the IV (path b), 
and 
4. The significant relationship between the IV and the DV will be reduced (partial 
mediation) or will no longer be significant (full mediation) when controlling for the M 
(path c’).  
 
The indirect effect hypotheses will now be tested according to the four conditions of 
mediation.  
 
H3: Perceived organisational support has a mediating effect on the relationship between 
internal organisational communication and employee engagement 
The first regression was conducted to test the relationship between internal 
organisational communication (IV) and perceived organisation support (M). The results 
indicated that the relationship between internal organisational communication and perceived 
organisational support is significant and positive, β=.82, p<.001, F(1,198)=20.24, p<.001, 
thus confirming the first condition (path a) and supporting H3a. The second condition, path c, 
was tested in Section 4.9.2. The results indicated that internal organisational communication 
(IV) has a significant and positive relationship with employee engagement (DV) when 
perceived organisational support (M) was removed, β=.48, p<.001, F(1,198)=7.71, p<.001, 
thus confirming the second condition (path c).   
The third regression assessed the effect of perceived organisational support (M) on 
employee engagement (DV) when controlling for internal organisational communication 
(IV). The results revealed that the relationship between perceived organisational support and 
employee engagement was significant and positive, β=.70, p<.001, F(1,198)=7.24, p<.001, 
thus confirming the third condition (path b) and supporting H3b.  The final regression 
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indicated that the relationship between internal organisational communication (IV) and 
employee engagement (DV) decreased from β= .48, p<.001 to β=-.10, p=.317 when 
perceived organisational support (M) was entered (see Table 39). The relationship also 
became non-significant at the p <.05 significance level. Therefore, the relationship between 
internal organisational communication and employee engagement is mediated by perceived 
organisation support, thus confirming the fourth condition (path c’) and supporting H3 (see 
Figure 23) (Baron & Kenny, 1986; MacKinnon & Fairchild, 2009). Internal organisational 
communication accounts for 23.04% of the variance in employee engagement before the 
mediator (perceived organisation support) is included. Internal organisational communication 
uniquely accounted for -0.31% of the variance in employee engagement, whereas perceived 
organisational support explained an additional 16.16% of the variance in employee 
engagement when it was included in the model.   
 
Table 39. Coefficients Table from Hierarchical Regression with Engagement as the 
Dependent Variable  
Model 
Unstandardised 
Coefficients 
Standardised 
Coefficients 
Correlations 
B Std. Error Beta t Sig. 
Zero-
order Partial Part 
1 
(Constant) 
3.44 .22  15.95 .00    
IOC .40 .05 .48 7.71 .00 .48 .48 .48 
2 
(Constant) 
2.72 .22  12.54 .00    
IOC -.08 .08 -.10 -1.00 .32 .48 -.07 -.06 
POS .60 .08 .70 7.24 .00 .62 .46 .40 
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 Note. * = p <.05; ** = p <.001  
 
Figure 23. Summary of Hypothesis 3 Results .  
 
           To further confirm whether full mediation had occurred, a Sobel (1982) test was 
conducted (McDonald & Jessica, 2006). Table 40 demonstrates that the indirect effect is 
significant at p <.001. 
 
Table 40. Results of Sobel Test  
Input Test Test Statistic P Value 
 
a 
b 
sa 
sb 
 
.80 
.60 
.04 
.08 
Sobel test 6.81 0.00 
Aroian test 6.81 0.00 
Goodman test  6.82 0.00 
 
 
H4: Perceived supervisor support has a mediating effect on the relationship between 
internal supervisor communication and employee engagement 
The first regression was conducted to measure the relationship between internal 
supervisor communication (IV) and perceived supervisor support (M). The results indicated 
that the relationship between internal supervisor communication and perceived supervisor 
support is significant and positive, β=.90, p<.001, F(1,198)=28.85, p<.001, thus confirming 
the first condition (path a) and supporting H4a.  The second condition, path c, was tested in 
Section 4.9.2. The results indicated that internal supervisor communication (IV) has a 
significant and positive relationship with employee engagement (DV) when perceived 
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supervisor support (M) was removed, β=.57, p<.001, F(1,198)=9.73, p<.001, thus confirming 
the second condition (path c).     
The third regression assessed the effect of perceived supervisor support (M) on 
employee engagement (DV) when controlling for internal supervisor communication (IV). 
The results revealed that the relationship between perceived supervisor support and employee 
engagement is significant and positive, β=.48, p<.001, F(1,198)=3.72, p<.001, thus 
confirming the third condition (path b) and supporting H4b.  The final regression indicated 
that the relationship between internal supervisor communication (IV) an employee 
engagement (DV) decreased from β= .57, p<.001 to β=-.14, p=.292 when perceived 
supervisor support (M) was entered (see Table 41). The relationship also became non-
significant at the p <.05 significance level. Therefore, the relationship between internal 
supervisor communication and employee engagement is mediated by perceived supervisor 
support, thus confirming the fourth condition (path c’) and supporting H4 (see Figure 24) 
(Baron & Kenny, 1986; MacKinnon & Fairchild, 2009). Internal supervisor communication 
accounts for 32.38% of the variance in employee engagement before the mediator (perceived 
supervisor support) is included. Internal supervisor communication uniquely accounted for 
0.36% of the variance in employee engagement, whereas perceived supervisor support 
explained an additional 4.45% of the variance in employee engagement when it was included 
in the model.   
 
Table 41. Coefficients Table from Hierarchical Regression with Engagement as the 
Dependent Variable  
Model 
Unstandardised 
Coefficients 
Standardised 
Coefficients 
Correlations 
B Std. Error Beta t Sig. 
Zero-
order Partial Part 
1 
(Constant) 
2.53 .26  9.58 .00    
ISC .50 .05 .57 9.73 .00 .57 .57 .57 
2 
(Constant) 
2.46 .26  9.62 .00    
ISC .12 .14 .14 1.06 .29 .57 .08 .06 
PSS .40 .11 .48 3.72 .00 .60 .27 .21 
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Note. * = p <.05; ** = p <.001  
 
Figure 24. Summary of Hypothesis 4 Results.  
 
 
        To further confirm whether full mediation had occurred, a Sobel (1982) test was 
conducted (McDonald & Jessica, 2006). Table 42 demonstrates that the indirect effect is 
significant at p <.001.  
 
Table 42. Results of Sobel Test  
Input Test Test Statistic P Value 
 
a 
b 
sa 
sb 
 
.95 
.40 
.03 
.11 
Sobel test 3.70 0.00 
Aroian test 3.71 0.00 
Goodman test  3.71 0.00 
 
 
H5: Organisational identification has a mediating effect on the relationship between 
internal organisational communication and employee engagement 
The first regression was conducted to measure the relationship between internal 
organisational communication (IV) and organisational identification (M). The results 
indicated that the relationship between internal organisational communication and 
organisational identification is significant and positive, β=.75, p<.001, F(1,198)=16.02, 
p<.001, thus confirming the first condition (path a) and supporting H5a. The second condition, 
path c, was tested in Section 4.9.2. The results indicated that internal organisational 
communication (IV) has a significant and positive relationship with employee engagement 
β=.14 
 
β=.90** 
 
β=.48** 
 
β=.57** 
 
 
 
Perceived 
supervisor 
support 
 
 
 
 
 
Employee 
engagement 
 
 
 
Internal 
supervisor 
communication 
r
2
=.37 
 
 
 
118 
(DV) when organisational identification (M) was removed, β=.48, p<.001, F(1,198)=7.71, 
p<.001, thus confirming the second condition (path c).     
The third regression assessed the effect of organisational identification (M) on 
employee engagement (DV) when controlling for internal organisational communication 
(IV). The results revealed that the relationship between organisational identification and 
employee engagement was significant and positive, β=.84, p<.001, F(1,198)=11.40, p<.001, 
thus confirming the third condition (path b) and supporting H5b.  The final regression 
indicated that the relationship between internal organisational communication (IV) an 
employee engagement (DV) decreased from β= .48, p<.001 to β=-.15, p<.05 when 
organisational identification (M) was entered (see Table 43). However, the relationship 
remained significant at the p <.05 significance level. Therefore, the relationship between 
internal organisation communication and employee engagement is partially mediated by 
organisational identification, thus confirming the fourth condition (path c’) and supporting H5 
(see Figure 25) (Baron & Kenny, 1986; MacKinnon & Fairchild, 2009). Internal 
organisational communication accounts for 23.04% of the variance in employee engagement 
before the mediator (organisational identification) is included. Internal organisational 
communication uniquely accounted for -0.96% of the variance in employee engagement, 
whereas organisational identification explained an additional 30.58% of the variance in 
employee engagement when it was included in the model.    
 
Table 43. Coefficients Table from Hierarchical Regression with Engagement as the 
Dependent Variable   
Model  
Unstandardised 
Coefficients 
Standardised 
Coefficients 
Correlations 
B Std. Error Beta t Sig. 
Zero-
order Partial Part 
1 
(Constant)  
3.44 .22  15.95 .00    
IOC  .40 .05 .48 7.71 .00 .48 .48 .48 
2 
(Constant) 
2.02 .21  9.62 .00    
IOC -.12 .06 -.15 -2.03 .04 .48 -.14 -.10 
OI .76 .07 .84 11.39 .00 .73 .63 .55 
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 Note. * = p <.05; ** = p <.001  
Figure 25. Summary of Hypothesis 5 Results . 
 
 
To further confirm whether partial mediation had occurred, a Sobel (1982) test was 
conducted (McDonald & Jessica, 2006). Table 44 demonstrates that the indirect effect is 
significant at p <.001.  
 
Table 44. Results of Sobel Test  
Input Test Test Statistic P Value 
 
a 
b 
sa 
sb 
 
.69 
.76 
.04 
.07 
Sobel test 9.31 0.00 
Aroian test 9.29 0.00 
Goodman test  9.32 0.00 
 
 
H6: Supervisor identification has a mediating effect on the relationship between internal 
supervisor communication and employee engagement 
The first regression was conducted to measure the relationship between internal 
supervisor communication (IV) and supervisor identification (M). The results indicated that 
the relationship between internal supervisor communication and supervisor identification is 
significant and positive, β=.83, p<.001, F(1,198)=20.93, p<.001, thus confirming the first 
condition (path a) and supporting H6a. The second condition, path c, was tested in Section 
4.9.2. The results indicated that internal supervisor communication (IV) has a significant and 
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positive relationship with employee engagement (DV) when supervisor identification (M) 
was removed, β=.57, p<.001, F(1,198)=9.73, p<.001, thus confirming the second condition 
(path c).     
The third regression assessed the effect of supervisor identification (M) on employee 
engagement (DV) when controlling for internal supervisor communication (IV). The results 
revealed that the relationship between supervisor identification and employee engagement 
was significant and positive, β=.29, p<.001, F(1,198)=2.81, p<.001, thus confirming the third 
condition (path b) and supporting H6b.  The final regression indicated that the relationship 
between internal supervisor communication (IV) and employee engagement (DV) decreased 
from β= .48, p<.001 to β=-.33, p<.05 when supervisor identification (M) was entered (see 
Table 45). However, the relationship remained significant at the p <.001 significance level. 
Therefore, the relationship between internal supervisor communication and employee 
engagement is partially mediated by supervisor identification, thus confirming the fourth 
condition (path c’) and supporting H6 (see Figure 26) (Baron & Kenny, 1986; MacKinnon & 
Fairchild, 2009). Internal supervisor communication accounts for 32.38% of the variance in 
employee engagement before the mediator (supervisor identification) is included. Internal 
supervisor communication uniquely accounted for 3.35% of the variance in employee 
engagement, whereas organisational identification explained an additional 2.59% of the 
variance in employee engagement when it was included in the model.     
 
Table 45. Coefficients Table from Hierarchical Regression with Engagement as the 
Dependent Variable  
Model  
Unstandardised 
Coefficients 
Standardised 
Coefficients 
Correlations 
B Std. Error Beta t Sig. 
Zero-
order Partial Part 
1 
(Constant)  
2.53 .26  9.58 .00    
ISC  .50 .05 .57 9.73 .00 .57 .57 .57 
2 
(Constant) 
2.49 .26  9.60 .00    
ISC .29 .09 .33 3.19 .00 .57 .22 .18 
SI .26 .09 .29 2.81 .01 .56 .20 .16 
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Note. * = p <.05; ** = p <.001  
 
 
Figure 26. Summary of Hypothesis 6 Results.  
 
To further confirm whether partial mediation had occurred, a Sobel (1982) test was 
conducted (McDonald & Jessica, 2006). Table 46 demonstrates that the indirect effect is 
significant at p <.001.  
 
Table 46. Results of Sobel Test  
Input Test Test Statistic P Value 
 
a 
b 
sa 
sb 
 
.82 
.26 
.04 
.09 
Sobel test 2.78 0.00 
Aroian test 2.78 0.00 
Goodman test  2.78 0.00 
 
 
The final stage of analysis evaluated the adequacy or fit of each model using the R2 of 
the criterion variable (employee engagement) to determine which model within each level 
(organisation-employee and supervisor-employee) explains the highest proportion of variance 
in employee engagement. Organisational identification explained the highest proportion of 
variance in employee engagement scores, R2 = .54, F(1, 197) = 129.79, p < .001 within the 
organisation-employee model and perceived supervisor support, R2 = .37, F(1, 197) = 13.86, 
p < .001 within the supervisor-employee model. Following the recommendations of Chin 
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(1998) both models represent moderate model fit and give the highest predictive ability for 
employee engagement.  
 
4.10 SUMMARY OF FINDINGS 
All of the conditions required to support Hypothesis 1 through to Hypothesis 6 have 
been satisfied. The standard direct effect model and indirect effect models have been 
confirmed, as presented in Table 47 and illustrated in Section 4.10.1. The conditions for full 
mediation have been met for perceived support, as identification was found to partially 
mediate the relationship been internal communication and employee engagement, Overall, 
the indirect effect model provides a more informed explanation for the relationship between 
internal communication (organisation and supervisor) and employee engagement.   
 
Table 47. Summary of Findings  
Hypotheses Results 
H1: Internal organisational communication has a direct positive effect on 
employee engagement. 
Supported 
H2: Internal supervisor communication has a direct positive effect on 
employee engagement. 
Supported 
H3: Perceived organisational support has a mediating effect on the 
relationship between internal organisational communication and employee 
engagement. 
Supported 
H4: Perceived supervisor support has a mediating effect on the relationship 
between internal supervisor communication and employee engagement. 
Supported 
H5: Organisational identification has a mediating effect on the relationship 
between internal organisational communication and employee engagement.  
Supported 
H6: Supervisor identification has a mediating effect on the relationship 
between internal supervisor communication and employee engagement.   
Supported 
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4.10.1 Model Comparison  
   The standard direct effect and indirect effect models are presented below. 
 
Standard Direct Effect Models  
Organisation-Employee Relationship  
 
 
  
 
 
 
 
Figure 27. Standard Direct Effect Model. 
 
 
Supervisor-Employee Relationship  
 
 
 
 
 
 
 
Figure 28. Standard Direct Effect Model. 
 
 
Indirect Effect Models  
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Figure 29. Indirect Effect Models (POS). 
 
 
 
 
 
 
 
 
 
 
Figure 30. Indirect Effect Models (OI). 
 
 
Supervisor-Employee Relationship  
 
 
 
 
 
Figure 31. Indirect Effect Models (PSS). 
 
 
 
 
 
 
 
 
 
Figure 32. Indirect Effect Models (SI). 
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4.11 CONCLUSION  
The results of the hypothesis testing indicate that the indirect effect models provide a 
more informed explanation for the relationship between internal communication and 
employee engagement. Prior to the testing of the hypotheses, the data was prepared, which 
involved creating the data file, coding the data, and cleaning the data. The response rate and 
sample characteristics were then reported. The reliability of the scale items were confirmed 
through examination of the Cronbach’s alpha values. Items which fell below the threshold (α 
>.70) were excluded from factor analysis. The original scales for internal communication 
(organisational and supervisor) were significantly reduced to one factor per model.  Linear 
and hierarchical regression analysis was then used on the remaining items to test the 
hypotheses. The following chapter will discuss the results highlighted within this chapter and 
their implications for public relations and corporate communication practice and academy. 
The limitations of the study and future research opportunities will also be discussed.   
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Chapter 5: Discussion  
5.1 CHAPTER OVERVIEW  
This chapter explains the findings from the analysis techniques used to test the six main 
hypotheses which matched the three research questions (refer to Table 48). This chapter 
explains the implications for theory and practice as well as the limitations of the study and 
future research opportunities.     
 
Table 48. Results of the Hypothesis Testing  
Research questions Hypotheses Results  
RQ1: Is there a relationship between 
internal communication, from the 
organisation and supervisor, and employee 
engagement?  
H1: Internal organisational 
communication has a direct positive 
effect on employee engagement.  
Supported 
H2: Internal supervisor communication 
has a direct positive effect on employee 
engagement. 
Supported 
RQ2: How does social exchange theory 
explain the relationship between internal 
communication, from the organisation and 
supervisor, and employee engagement?   
H3: Perceived organisational support 
has a mediating effect on the 
relationship between internal 
organisational communication and 
employee engagement. 
Supported 
H4: Perceived supervisor support has a 
mediating effect on the relationship 
between internal supervisor 
communication and employee 
engagement. 
Supported 
RQ3: How does social identity theory 
explain the relationship between internal 
communication, from the organisation and 
supervisor, and employee engagement? 
H5: Organisational identification has a 
mediating effect on the relationship 
between internal organisational 
communication and employee 
engagement. 
Supported 
H6: Supervisor identification has a 
mediating effect on the relationship 
between internal supervisor 
communication and employee 
engagement. 
Supported 
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5.2 OVERALL FINDINGS  
The study addressed the main research question ‘how does internal communication 
influence employee engagement within the context of workplace environments’ by 
identifying the key determinates, namely social factors, which influence the relationship 
between internal communication and employee engagement. More specifically, the 
association was explored through two fundamental aspects of an employee’s professional 
life: perceived support from the organisation and supervisor and identification with the 
organisation and supervisor. The research integrated perspectives of social exchange theory 
and social identity theory to organisation-employee and supervisor-employee workplace 
relationships. The findings provide valuable insights into the social factors that influence the 
relationship between internal communication and employee engagement. This is consistent 
with social exchange theory and social identity theory and the literature on social exchange 
relationships (Cropanzano & Mitchell, 2005).  
The first research question, ‘is there a relationship between internal communication, 
from the organisation and supervisor, and employee engagement’ was addressed and tested 
by H1 and H2. The results of the linear regression indicated that internal organisation 
communication has a significant positive direct effect on employee engagement, thus 
supporting H1. Internal supervisor communication also had a significant positive effect on 
employee engagement, providing support for H2.  
The second research question, ‘how does social exchange theory explain the 
relationship between internal communication, from the organisation and supervisor, and 
employee engagement’ was addressed by H3 and H4. The results of the multiple regression 
analysis revealed that when perceived organisational support and perceived supervisor 
support are included within the organisation-employee and supervisor-employee models, they 
mediate the relationship between internal communication, from the organisation and 
supervisor, and employee engagement, thus providing support for H3 and H4.  
The third research question, ‘how does social identity theory explain the relationship 
between internal communication, from the organisation and supervisor, and employee 
engagement’ was addressed by H5 and H6. The results of the multiple regression analysis 
revealed that when organisational identification and supervisor identification are included 
within the organisation-employee and supervisor-employee models, they partially mediate the 
relationship between internal communication, from the organisation and supervisor, and 
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employee engagement, thus providing support for H5 and H6. While support was found for 
each hypothesis, further analysis revealed that organisational identification explained the 
highest proportion of variance in employee engagement within the organisation-employee 
model and perceived supervisor supportbwithin the supervisor-employee model.  
Overall, the research develops and tests a new theoretical model incorporating 
principles of social exchange theory and social identity theory to investigate the social 
factors, namely perceived support and identification, which influence the relationship 
between internal communication and employee engagement.  The research highlights both 
perceived support and identification as important aspects of an employee’s organisational life 
which play a significant role in increasing employee engagement.  
 
 
5.3 SUPPORTED HYPOTHESES 
Support was found for all hypotheses. The result of each supported hypothesis is 
discussed in the subsequent sections.  
 
H1: Internal organisational communication has a direct positive effect on employee 
engagement 
As expected, the overall findings of this research highlight the role of internal 
organisation communication in influencing employee engagement. The relationship between 
internal organisational communication and employee engagement received significant and 
positive support in the direct effects model testing H1. This result is similar to the theoretical 
assertion that when the organisation (i.e. the CEO and executive team) provide resources 
(internal communication) in a way that is perceived to be beneficial, employees will consider 
the relationship favourably and reciprocate with positive and beneficial cognitions, emotions, 
and behaviours (Cropanzano & Mitchell, 2005). This supports the notion that internal 
communication has a significant role to play in increasing employee engagement. 
Specifically, these results support the expectation that social resources, when viewed 
favourably, will influence one’s experience within the workplace (Sluss et al., 2008).  
The majority of existing empirical research investigates internal communication and 
employee engagement in isolation from each other, whereby internal communication has not 
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been considered as a driver of engagement, and engagement has not been tested as an 
outcome of internal communication. This research attempts to close this gap and provide 
empirical evidence of this theorised association. However, while this research investigated 
the direct effect of internal organisation communication and employee engagement, it also 
investigates indirect or mediated effects of this association. The mediation effects (perceived 
organisation support and organisational identification) were theorised to provide a better 
explanation for the association between internal organisation communication and employee 
engagement within this study.  
 
H2: Internal supervisor communication has a direct positive effect on employee 
engagement 
Again, the overall findings of this research highlight the role of internal supervisor 
communication in influencing employee engagement. The relationship between internal 
supervisor communication and employee engagement received significant and positive 
support in the direct effects model testing H2. This result is similar to the theoretical assertion 
that when a supervisor provides resources (internal communication) in a way that is 
perceived to be beneficial, employees will consider the relationship favourably and 
reciprocate with positive and beneficial cognitions, emotions, and behaviours (Cropanzano & 
Mitchell, 2005). This supports the notion that internal communication plays a significant role 
in increasing employee engagement. Specifically, these results support the expectation that 
social resources, when viewed favourably, will influence one’s experience within the 
workplace (Sluss et al., 2008). While this research investigates the direct effect of internal 
supervisor communication and employee engagement, it also investigates indirect or 
mediation effects of this association. The mediation effects (perceived supervisor support and 
supervisor identification) were theorised to provide a better explanation of the association 
between internal supervisor communication and employee engagement.  
 
H3: Perceived organisational support has a mediating effect on the relationship between 
internal organisational communication and employee engagement 
Hypothesis 3 posits that internal organisation communication will have an indirect 
effect on employee engagement, mediated by perceived organisational support. Perceived 
organisational support is widely validated in the organisational psychology, workplace 
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behaviour, management, and business research literatures and was found to have a strong 
positive relationship with favourable individual- level and organisational- level outcomes such 
as organisational commitment, job satisfaction, increased performance and employee 
engagement (DeConinck, 2010; Hutchison et al., 1986; Panaccio & Vandenberghe, 2009; 
Rhoades & Eisenberger, 2002; Saks, 2006; Shanock & Eisenberger, 2006; Sluss et al., 2008). 
This is consistent with the findings in Section 4.9.2 Testing the Indirect Effects Model, which 
indicates perceived organisational support fully mediates the relationship between interna l 
organisation communication and employee engagement, thus supporting H5. In other words, 
internal organisation communication influences perceptions of perceived organisational 
support which then has an expositive impact on employee engagement.  These find ings 
favour organisational support theory and social exchange theory, which emphasise the role of 
reciprocity in social relationships between organisations and their employees (Cropanzano & 
Mitchell, 2005; Hutchison et al., 1986; Rhoades & Eisenberger, 2002).  
Following the tenants of social exchange theory, an increased perception of perceived 
organisational support creates a sense of felt obligation within employees to reciprocate the 
organisation’s support through engaging with their role (Shanock & Eisenberger, 2006). 
Thus, when organisations consider that increased perceived organisational support is related 
to employee engagement, they should focus internal communication efforts on increasing 
employees’ perceptions of the quality of the exchange relationship they experience with the 
organisation. Employees assess the quality of social relationships according to the extent to 
which their organisation cares about their well-being and values their efforts (Shanock & 
Eisenberger, 2006). This aligns with implications for practice discussed in Section 5.6.    
 
H4: Perceived supervisor support has a mediating effect on the relationship between 
internal supervisor communication and employee engagement 
Hypothesis 4 posits that internal supervisor communication will have an indirect effect 
on employee engagement, mediated by perceived supervisor support. While most research 
focuses on the influence of perceived organisational support within the work environment, 
perceived supervisor support has emerged as an important factor which influences 
employees’ attitudes and behaviours (DeConinck & Johnson, 2009). As such, perceived 
supervisor support has been widely validated in the organisational psychology, workplace 
behaviour, management, and business research literatures (DeConinck, 2010; Hutchison et 
al., 1986; Panaccio & Vandenberghe, 2009; Rhoades & Eisenberger, 2002; Saks, 2006; 
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Shanock & Eisenberger, 2006; Sluss et al., 2008). This is consistent with the findings in 
Section 4.9.2 Testing the Indirect Effects Model, which indicates that perceived supervisor 
support fully mediates the relationship between internal supervisor communication and 
employee engagement, thus supporting H4. In other words, internal supervisor 
communication influences perceptions of perceived supervisor support which then has an 
expositive impact on employee engagement.  These findings favour organisational support 
theory and social exchange theory, which emphasises the role of reciprocity in social 
relationships between supervisors and their employees (Cropanzano & Mitchell, 2005; 
Hutchison et al., 1986; Rhoades & Eisenberger, 2002).  
Research underpinned by social exchange theory predominantly considers organisation-
employee social relationships (Masterson et al., 2000; Sluss et al., 2008).  However, social 
resources are most commonly exchanged within the supervisor-employee relationship in the 
workplace (DeConinck & Johnson, 2009; Sluss et al., 2008). There are two main reasons for 
this.  First, the majority of organisations entrust their supervisors with the task of exchanging 
social resources with employees. Second, supervisors interact with employees more 
frequently than the organisation, namely the CEO and executive team (Sluss et al., 2008). 
Therefore, through their exchange of resources with employees, supervisors are essentially 
responsible for creating a firm foundation for organisations to exchange resources with 
employees (Sluss et al., 2008). As such, an employee’s increased awareness of perceived 
supervisor support creates a sense of felt obligation to reciprocate their supervisors’ support 
through engaging with their role (Shanock & Eisenberger, 2006). Thus, when supervisors 
take into account that increased perceived supervisor support is related to employee 
engagement, they should focus internal communication efforts on ensuring employees feel 
cared for and supported in their role. In turn, this increases an employee’s inclination to 
reciprocate effort through establishing positive perceptions about the quality of the exchange 
relationship they experience with their supervisor. This has implications for practice which 
are discussed in Section 5.6.    
 
H5: Organisational identification has a mediating effect on the relationship between 
internal organisational communication and employee engagement 
Hypothesis 5 posits that internal organisation communication will have an indirect 
effect on employee engagement, mediated by organisational identification. Organisational 
identification has been widely validated in the management, vocational behaviour, and 
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communication research literatures and was found to have a strong positive relationship with 
favourable individual- level and organisational-level outcomes such as job performance, low 
turnover, employee satisfaction and well-being (Ashforth & Mael, 1989; He & Brown, 2013; 
Riketta, 2005). Furthermore, studies suggest internal communication is able to influence the 
way employees’ identify with their organisation (Lings & Greenley, 2005; Smidts et al., 
2001). This is consistent with the findings in Section 4.9.2 Testing the Indirect Effects Model, 
which indicates that internal organisation communication is partially mediated by 
organisational identification, thus partially supporting H5. In other words, internal 
organisation communication has a significant direct effect on employee engagement. 
However, this effect decreases when organisational identification is considered.    
These findings favour social identity theory which has been used to gain an informed 
perspective on the perceived oneness between the individual and the organisation (Ashforth 
& Mael, 1989; Dutton et al., 1994). According to Smidts et al. (2001) employees can identify 
with their organisation which operates as a significant social group. Within these social 
groups employees develop perceptions of belonging and group membership (Ashforth et al., 
2008; He & Brown, 2013). As such, Smidts et al. (2001) suggest communication is an 
integral component of organisational identification. They make this suggestion on the basis 
that an employee’s identification can be influenced by the information they receive from the 
organisation (Barge & Schlueter, 1988; Miller et al., 2000).  
This research extends Smidts et al.’s (2001) findings by positioning organisational 
identification as a driver of employee engagement. In other words, an increase in 
organisational identification is related to an increase in employee engagement. According to 
He and Brown (2013), identification causes employees to form perceptions about their work 
environment and in turn influences the way in which employees behave within that 
environment. As such, employees associate their positive or negative perceptions of their 
work environments with their sense of belonging and attachment to their organisation (Miller 
et al., 2000). Furthermore, identification influences employees’ awareness of their group 
membership as well as the value and pride they associate with that membership (He & 
Brown, 2013; Tajfel, 1978). Therefore, organisations should focus internal communication 
efforts toward increasing the amount of value and pride employees associate with belonging 
to an organisation. This aligns with implications for practice discussed in Section 5.6.      
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H6: Supervisor identification has a mediating effect on the relationship between internal 
supervisor communication and employee engagement  
Hypothesis 6 posits that internal supervisor communication will have an indirect effect 
on employee engagement, mediated by supervisor identification. To date, research on 
identification has neglected an employee’s ability to identify with their supervisor and the 
implications this may have for the supervisor-employee relationship, such as employee 
engagement (Becker et al., 1996). Although supervisor identification is not a widely validated 
construct within the management, vocational behaviour, and communication research 
literatures, it has been found that employees distinguish between identification with their 
organisation and with their supervisor (Becker et al., 1996). 
In their research on employee commitment, Becker et al. (1996) developed scales for 
supervisor-related identification and internalisation. The results of their study indicate that 
supervisor-related identification had a positive and significant impact on job performance. 
Becker et al.’s (1996) findings are is consistent with the findings in Section 4.9.2 Testing the 
Indirect Effects Model, which indicates that internal supervisor communication is partially 
mediated by supervisor identification, thus partially supporting H6. In other words, internal 
supervisor communication has a significant direct effect on employee engagement. However, 
this effect decreases when supervisor identification is considered.    
These findings favour and extend social identity theory which has primarily been used 
to gain an informed perspective on the perceived oneness between the individual and the 
organisation (Ashforth & Mael, 1989; Dutton et al., 1994). The findings of this research 
suggest that supervisor identification can be used to explore supervisor-employee 
relationships, which provide insight into the perceived oneness between the individual 
employee and their supervisor. As such, the supervisor operates as a significant social group 
in which employees can develop identification with (Ashforth et al., 2008; He & Brown, 
2013).     
The results of this study extend Smidts et al.’s (2001) research and findings by 
positioning supervisor identification as a driver of employee engagement. Thus, when 
supervisors take into account that increased supervisor identification is related to employee 
engagement, they should focus internal communication efforts on increasing the value and 
pride employee’s associate with their supervisor, which has implications for practice which 
will be discussed in Section 5.6.    
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5.4 IMPLICATIONS FOR THEORY  
Three main theoretical implications arise from this study. First, the main academic 
contribution of this research is the new theoretical model which incorporates principles of 
social exchange theory and social identity theory to provide an explanation for the 
relationship between internal communication and employee engagement. The new indirect 
effects model has been proven to be a useful tool for understanding how social factors, 
namely perceived support and identification, influence exchange relationships between 
organisations, supervisors, and employees.  Prior to this research, very few studies 
incorporated social factors to models of reciprocal workplace relationships (Sluss et al., 
2008).  
Second, this study contributes to social exchange theory and social identity theory by 
providing evidence that exchange-based relationships, between an organisation and 
employees, and supervisors and employees, are associated with employee engagement. 
Unlike previous engagement research which only considers perceived organisational and 
supervisor support as drivers of engagement, this study expands understanding of workplace 
relationships by considering organisational and supervisor identification as mediators. 
Specifically, the results of this study support the recommendation of Sluss et al. (2008) that 
both social exchange and social identity influence one’s organisational life. Both perceived 
support and identification were significant, indirect predictors of engagement (refer to 
Section 4.11.1 Model Comparison). Thus, this study builds on, and validates, the use of social 
exchange theory and social identity theory in explaining and predicting employee 
engagement. It is fitting for academics to continue to explore how these theories work 
together in order to ascertain a deeper understanding of employees’ perceptions of 
organisational life (Sluss et al., 2008), which aligns with the recommendation for future 
research discussed in Section 5.8. In addition, while previous research considers workplace 
relationships in isolation, this research brings together the two most important relationships 
an employee experiences within their professional life; a relationship with their organisation 
and with their direct supervisor (Masterson et al., 2000; Sluss et al., 2008).  
Third, this study provides an alternative view to the concept of internal communication, 
from the organisation and supervisor, as proposed in prior research of Johlke and Dunhan 
(2000, 2001) who present a multidimensional conceptualisation of supervisor 
communication. They investigate four dimensions of supervisor communication; 
communication frequency, communication mode (informal), communication content (in-
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directive), and communication direction (bidirectional). Another four dimensions were added 
to the internal communication scale by the researcher; communication mode (formal), 
communication content (directive), communication direction (unidirectional), and 
communication quality (refer Section 2.5.2 Dimensions of Internal Communication). 
However, the results of the exploratory factor analysis (refer Section 4.5.4) indicate internal 
communication composes of just one dimension, implying there is a significant overlap in the 
dimensions. This occurred for both internal organisation communication and internal 
supervisor communication.  While this finding presents implications for academy, it also 
elicits future research opportunities which are discussed in Section 5.8.  
In summary, this research contributes to understanding social factors which influence 
employee engagement within the context of workplace relationships. The research 
demonstrates that internal communication as a resource is having little to no impact on 
employee engagement in the presence of perceived support and identity. As such, employees 
who experience quality exchanges and perceive value and pride (self enhancement) will 
reciprocate with  favourable cognitive, emotional, and behavioural states directed towards 
individual- level and organisational- level outcomes, namely employee engagement (Shuck & 
Wollard, 2010).  
 
5.5 IMPLICATIONS FOR PRACTICE  
This research has practical implications for organisations and their supervisors. The 
results indicate that social factors, namely perceived support and identification, play an 
important role in influencing employee engagement. Knowledge of social factors, namely 
perceived support and identification, provide organisations and supervisors with some of the 
internal drivers and tools which influence employee engagement. Perceived organisational 
support and perceived supervisor support were both found to fully mediate the relationship 
between internal communication and employee engagement. That is, internal communication 
on its own has no direct impact on employee engagement when perceived support is 
considered as an intervening variable. Organisations and supervisors should take advantage 
of perceived support, namely perceptions of the quality of the exchange relationship, in 
influencing employee engagement through internal communication. That is, in order for 
employees to become engaged, they must develop a strong belief that their organisation and 
supervisor values their efforts and cares about their well-being (Shanock & Eisenberger, 
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2006). Organisations and supervisors can achieve this through internal communication which 
builds employees’ perceptions of support. For instance, communication should flow two-way 
between an organisation, supervisor, and their employees, whereby employees are 
encouraged to share their ideas and opinions with the organisation and their supervisor. 
Furthermore, organisations and supervisors should involve employees in discussions about 
their individual role and organisational objectives frequently (Johlke & Dunhan, 2000).  
Identification with the organisation and supervisor was found to partially mediate the 
relationship between internal communication and employee engagement. That is, internal 
communication has a decreased impact on employee engagement when identification is 
considered as an intervening variable. Therefore, internal communication has a small direct 
impact on employee engagement. Organisations should take advantage of identificatio n, 
namely perceptions of value and pride, in influencing employee engagement through internal 
communication. That is, in order for employees to become engaged, they must develop 
knowledge of their group membership to which they attach value and emotional significance 
(Tajfel, 1978). Organisations can achieve this through internal communication which builds 
employees’ knowledge of group membership and strengthens identification with their 
organisation and supervisor. For instance, communication should be focused on increasing 
employees’ sense of pride and belonging (Tajfel, 1985).  
Internal communication should facilitate an employee’s ability to link their values and 
goals to those of the organisation (Miller et al., 2000). Communication from an organisation 
and supervisor should also be timely, adequate, accurate and relevant to allow employees to 
socially construct organisational identity within their minds (Smidts et al., 2001). In 
summary, from a practical perspective, organisations and supervisors should focus internal 
communication toward building perceived support from the organisation and supervisor and 
identification with the organisation and supervisor, rather than using internal communication 
to drive employee engagement directly.  
 
5.6 LIMITATIONS 
Although this study contributes to social exchange, social identity, workplace 
relationships, corporate communication and employee engagement literature and research, 
each research design contains inherent limitations (Malhotra et al., 2006). The five key 
limitations of this study are discussed below.   
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Cross-sectional and self-report data were used, whereby data were collected at a single 
point in time and respondents completed the survey independent of the researcher (Robson, 
2011). This implies two main limitations; issues of causality and common method bias 
(Zikmund, 2011). The findings of this research cannot confirm that internal communication 
causes perceived support and identification, which in turn causes employee engagement. 
While the findings are consistent with social exchange theory and literature (Cropanzano & 
Mitchell, 2005; Masterson et al., 2000) the results do not infer causality.  Longitudinal and 
experimental research are required to provide more specific conclusions about the causal 
effects of internal communication and employee engagement, and the extent to which this 
association is explained by principals of social exchange (Zikmund, 2011). Furthermore, a 
longitudinal design would involve investigating the impact of internal communication on 
employee engagement over time in order to identify changes occurring within the work 
environment (Zikmund, 2007).  However, given the time constraints associated with this 
study, longitudinal and experimental designs were beyond the scope of this research.     
The findings of this research presented in Chapter Four, suggest there may be an issue 
of common method variance (Podsakoff et al., 2003). Harman’s one-factor test was used in 
an attempt to manage common method bias (Podsakoff & Organ, 1986). However, the results 
of the unrotated factor solution for the organisation-employee and the supervisor-employee 
models suggested unidimensionality amongst the items, whereby one factor accounted for 
more than 50% of the total variance.  As such, common method bias was recognised as a 
potential limitation of the research (Podsakoff & Organ, 1986). However, there are reasons to 
assume the results were not affected by method bias.  For example, Podsakoff and Organ 
(1986) posit there are no precise rules as to how many factors should emerge from the 
Harman’s one-factor test. Furthermore, they argue that if variables are highly inter-correlated 
due to legitimate functional relationships, it is likely one factor will account for the majority 
of the covariance among the variables (Podsakoff & Organ, 1986). This is commonly referred 
to as multicollinearity which will be discussed in the following limitation. Overall, this 
reduces concerns about common method bias, as does the fact that all scales used within this 
study were multi-item and had high reliabilities (Abu-Bader, 2010; Hair et al., 2010; Robson, 
2011) 
Multicollinearity appeared to be a limitation of this study, as presented in Section 4.6. 
Multicollinearity occurs when the correlation coefficients between variables are .90 and 
above (Hair et al., 2010). As such, some of the variables were highly inter-correlated and 
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potentially non-discriminate. To further test for multicollinearity two common measures were 
utilised: Tolerance and its inverse, the Variance Inflation Factor (VIF) (Allen & Bennett, 
2012). As presented in Section 4.8.4, the results of both of these tests confirmed that 
multicollinearity did not pose a threat to the study. However, some of the tolerance values did 
not meet the more rigorous requirements of Menard (2002). As mentioned above, high inter-
correlations between variables sometimes occur due to legitimate functional relationships 
(Podsakoff & Organ, 1986). Academic research has generally substantiated the positive 
association between the mediating variables of this research while also affirming their 
conceptual and empirical distinction (DeConnick & Johnson, 2009; He & Brown, 2013; Sluss 
et al., 2008). Furthermore, He and Brown (2013) posit that social exchange and social 
identification perspectives are not completely separate and when combined, help to better 
explain workplace relationships. Hence, perceived support and identity are distinct yet 
interrelated constructs, which aligns with the recommendation for future research discussed 
in Section 5.8. 
The non-probability sampling technique used within this study limited the 
generalisability of the results (Robson, 2011). Only probability sampling techniques allow for 
results to be generalised to the target population (Zikmund, 2003). However, because this 
research investigated social exchange theory, a theory which applies to all organisations, 
supervisors, and employees, this limitation is not expected to significantly affect the results 
(Cavana et al., 2001).  Furthermore, the generalisability may also be affected by the inter-
personal/service provider nature of industry skew of the sample. This is a significant 
limitation of the research as a sample must be a close representation of the population of 
interest in order to depict conclusions about the population (Robson, 2011). As such, future 
research opportunities are recommended in Section 5.8.  
Finally, this research employed scales from a range of contexts, including employee 
engagement scales (Schuafeli et al., 2002), supervisor communication scales (Johlke & 
Dunhan, 2000), perceived support scales (Hutchison et al., 1986), organisational 
identification scales (Miller et al., 2000), and supervisor identification and internalisation 
scales (Becker et al., 1996). Adaptations were made to some of the scales, especially the 
items within the internal communication (organisation and supervisor) scale, to better suit the 
context of this study (organisation-employee and supervisor-employee workplace 
relationships). Factor analysis did not fully confirm the expected factor structures for all 
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scales which left all constructs with a one-factor structure. These results align with the 
recommended future research discussed in the following section.  
 
5.7 FUTURE RESEARCH  
The results of this research suggest internal communication from the organisation and 
supervisor can indirectly influence employee engagement through mediating variables, 
namely social factors. This implies that the constructs measured are meaningful within the 
context of workplace relationships and elicit future research possibilities.  
Quantitative approaches to research provide in-depth understanding of phenomena in-
line with the meanings people assign to them (Denzin & Lincoln, 2005). While this research 
adopted a purely quantitative approach to investigate the impact of internal communication 
on employee engagement, future research could use a qualitative approach to gain three 
major insights. First, qualitative research could be utilised to gain understanding about how 
organisations and supervisors exchange information with employees. Second, qualitative 
research could reveal insights into employees’ perceptions of internal communication from 
their organisation and supervisor.  And third, qualitative research could be used to determine 
the dimensionality of internal communication from the organisation and supervisor.  While 
this research presented internal communication as a multidimensional construct consisting of 
five dimensions, the results of the exploratory factor analysis indicated that a one-factor 
structure was the most meaningful and representative of internal communication from the 
organisation and supervisor. Future research could further investigate the dimensions of 
internal communication.    
Frequent communication from senior leaders and managers is suggested as a key 
determinant of greater levels of job performance and satisfaction (Keller, 1994; Kim & 
Umanath 1992; Zeffane & Gul, 1993). However, an excess of communication can often 
become dysfunctional leaving employees overloaded with information and in turn, 
overwhelmed (Ganster & Schaubroeck, 1991; Maltz, 2000). Therefore, finding the inflection 
point at which too much communication becomes ineffective remains unresolved and elicits 
future research opportunities.  
Six common resources are exchanged within work environments. These include 
information, love and status (socioemotional), and money, goods, and services (economic) 
(Foa & Foa, 1980). While this research has focused on just one socioemotional resource; 
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information, future research could consider other resources, especially other socioemotional 
resources, as drivers of employee engagement. It is important that organisations and 
supervisors provide their employees with resources which cause them to reciprocate with 
favourable benefits, such as employee engagement. It is beneficial for organisations and 
supervisors to find out which resources are desired by employees and which resources help 
produce greater acts of reciprocity within the workplace.     
This research incorporates insights from social exchange theory and social identity 
theory about social exchange relationships between organisations and their employees, and 
supervisors and their employees. However, it could be beneficial to extend the current 
analysis and findings to other predictors of the perceived quality and value of the exchange of 
resources between organisations, supervisors, and employees. For instance, developing trust 
and fairness is an essential aspect of workplace relationships and has the potential to 
influence employees’ perceptions of support from their organisation and their supervisor 
(DeConinck, 2010).  While the focus of this research was intentionally restricted to perceived 
support and identification, future studies could expand the indirect effects model by including 
other exchange variables such as supervisory and organisational trust and fairness 
(DeConinck, 2010). In other words, future research could further integrate perspectives of 
social exchange theory and social identity theory by considering the role of trust and fairness 
to explain the association between internal communication and employee engagement.  
Two of the most important social exchange relationships experienced by employees 
were investigated within this research: an employee’s relationship with their organisation and 
with their supervisor. While each relationship, or level, was tested individually, the findings 
did not make direct comparisons between the levels due to issues of construct equivalence. 
Future research could investigate both levels and then make comparisons between the 
organisation-employee and supervisor-employee social relationship by utilising analysis 
methods to test for construct equivalence, such as LISREL and CETSCALE (Malhotra et al., 
1996). Such methods would ensure construct measures are consistent across contexts, 
cultures, and individuals, thus increasing the researchers ability to make hard conclusions 
about the significance of the findings.  
Finally, the findings of this study are representative of service-driven personnel 
working in interpersonal roles which are highly interactive. For instance, education and 
training, government/public sector, and retail roles dominated the sample. Research suggests 
that an organisation’s service quality is reliant on employees who regularly interact with 
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customers, suppliers, shareholders, etc (Johlke & Duhan, 2000). Therefore, research focusing 
on service driven personnel has dominated the marketing, management, and communication 
fields. As a result, service driven organisations devote significant resources to ensuring their 
employees are satisfied and engaged in their work (Johlke & Duhan, 2000). However, the 
heterogeneity of service-driven roles and responsibilities may have an effect on employees’ 
perceptions of internal communication and in turn, their reciprocated efforts, including 
employee engagement. Therefore, the direct and indirect effect models and scales developed 
within this study should be tested within different contexts and work environments. For 
instance, future research could gather data from employees working in non-service driven 
roles who do not have regular contact with the organisation, supervisors, co-workers and 
external stakeholders.  
 
5.8 CONCLUSION  
This research has investigated the direct and indirect impact of internal communication 
on employee engagement within the context of workplace relationships. Before this research, 
there was empirical uncertainty within in the corporate communication and public relations 
literature as to whether internal communication has a significant and positive impact on 
employee engagement. To overcome the uncertainty, this research presents a new theoretical 
model incorporating principals of social exchange theory and social identity theory to 
investigate the social factors that influence the relationship between internal communication 
and employee engagement. Overall, the results of the hypothesis testing indicated that 
organisations and supervisors should focus internal communication toward building 
perceived support from the organisation and supervisor and identification with the 
organisation and supervisor, rather than using internal communication to drive employee 
engagement directly. The results also reveal the prominence and importance of both 
organisation-employee and supervisor-employee relationships within the work environment. 
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